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Analysis of Problem 

A. Budget Request Summary 

The Franchise Tax Board (FTB) requests 198 positions and $68 million General Fund ($53.3 million is the 
anticipated Solution Provider payment) in 2016-17 and $61.4 million General Fund ($27 million is the 
anticipated Solution Provider payment) in 2017-18 to support FTB's maintenance and operations of the 
Enterprise Data to Revenue (EDR) project and support ongoing operational programs. 2016-17 is the final year 
of the EDR project. The proposal also requests an ongoing augmentation supporting ongoing expenditures 
beginning in 2018-19 associated with maintaining and refreshing the multiple new hardware and software 
implemented as a result of the EDR project. To date, the project is on schedule with all deliverables and 
revenue. Revenue generated from the EDR project is anticipated to be between $973.4 million and $1.2 billion 
for 2016-17 and $968.7 million and $1.2 billion for 2017-18. The EDR project is a 66 month IT project that will 
modernize FTB's processes and systems and will generate between $4 billion and $4.7 billion in revenue for 
the state over the life of the project. 

B. Background/History 

As of June 30, 2015, the EDR project is 81 percent complete and is approaching the last year and warranty 
period for the project. Since the project is now near completion, an assessment of the actual on-going needs to 
perform the maintenance and operations post-project for 2016-17 through 2020-21 has been completed. The 
proposed changes are necessary for the project to sustain its on-going annual $1 billion revenue projection 
once the state takes over the full maintenance and operations of the EDR solution post-project. The project 
continually undergoes a thorough review and approval process, as well as scheduled reporting at appropriate 
milestones. 

The EDR Feasibility Study Report (FSR), project number 7730-191 (formerly 1730-191) was approved on 
January 10, 2009. A Special Project Report (SPR#1) was approved on March 24, 2011, prior to awarding the 
contract to the Solution Provider. Subsequent legislation establishing the Financial Institution Record Match 
(FIRM) program required an SPR Addendum, approved on November 14, 2011, which added FIRM to the 
scope of the EDR contract. A Special Project Report (SPR#2) was approved on June 9, 2014, to modify the 
project objective related to Business Entities Tax System maintainability. A Special Project Report (SPR#3) 
was approved on April 1, 2015, to allow for a Business Entities Return Analysis (RA) ramp-up approach 
employing temporary help positions for business area support and an upgrade to vendor staff expertise to 
support knowledge management in 2015-16. 

Since EDR was approved in 2009-10, funding for the project has been subject to annual review through the 
budget process, requiring approved Budget Change Proposals or Finance Letters to support the project. The 
EDR project was created to solve the following business problems. The business problems that EDR will solve 
have remained unchanged with the exception of #6 below, which was modified under SPR#2 to account for the 
resolution of end-of-service Issues for certain software: 

1. Filing Business Processes - Return processing uses limited data and is labor intensive. 
2. Data Availability - Data is stored in multiple systems and is difficult to access. Needed data is often in 

separate systems, and, therefore, data is underutilized, redundant and untimely, resulting in lost 
revenue opportunities. 

3. Data Analysis - Data analysis tools are limited. 
4. System Redundancy and Reuse - Systems are not leveraged. 
5. Filing Self-Servlces - Taxpayer self-services are limited. 
6. Business Entities Tax System (BETS) Modifications - Per SPR#2, certain intended modifications will 

not be made based on the vendor's continued support of the software and risk mitigation factors. 
However, consistent with the original plan, other processes currently performed within BETS will be 
simplified and provide data back to the BETS accounting system in a real time environment resulting in 
more efficient and intuitive processes. 
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Analysis of Problem 

The solution adopted by the EDR project implements improvements to FTB's enforcement capabilities as well 
as taxpayer self-assessment and better positions the department to address the business problems identified 
in the FSR as well as the current annual tax gap of over $10 billion in taxes that are owed to the state but 
currently unpaid. The EDR solution also offers significant improvements to FTB's operational efficiency through 
an enterprise approach to data sharing and modernization of existing IT systems. This improved sharing of 
existing data Is resulting in significant new and improved revenue streams. Additionally, EDR will enable FTB 
to Implement new self-help tools for taxpayers and tax practitioners to simplify the process of filing a return or 
paying taxes due. 

EDR is a "benefits-based" project which means the Solution Provider will be paid from the revenue generated 
by the EDR solution, up to a fixed amount, as project deliverables are achieved. The Solution Provider will be 
paid on a quarterly basis, based on their completed deliverables and the available benefits generated during 
that quarter. The first 25 percent of revenue will go directly into the state's General Fund and will not be 
available for the Solution Provider's compensation. Once the Solution Provider has been paid the total contract 
amount, 100 percent of revenue generated by the EDR solution will be deposited into the General Fund. 
During the project reporting period (2009-10 to 2017-18), EDR is expected to generate between $4 billion and 
$4.7 billion, and it is estimated that annual revenue after completion of the project will be $1 billion more than 
FTB collected prior to the project beginning. 

EDR touches all of FTB's tax systems and existing business processes, transforming the way FTB does 
business. FTB and the Solution Provider started the project with initial assumptions regarding existing 
processes, resource needs, opportunities, and solutions that needed to be validated by both parties. Over the 
last several years, FTB and the Solution Provider have worked collaboratively to validate and evolve the initial 
assumptions to improve operations to collect revenue, enhance taxpayer compliance, and provide superior 
taxpayer service. 

EDR comprises four major components: return processing system, data warehouse, taxpayer folder (which 
includes additional taxpayer tools to enable self-compliance) and legacy systems changes. In addition to the 
services and efficiencies offered by these components, developing these four building blocks also allows FTB 
to implement technologies along the way that help generate additional revenue now. As of July 31 , 2013, the 
EDR project has successfully implemented 20 Early Initiatives. These Early Initiatives have allowed FTB to 
maximize the collection of revenue and has provided enhanced customer service making it easier for 
taxpayers to do business with FTB. 

As of June 30, 2015, the EDR project has also completed eight major releases on time and is on-track to 
deliver Its one remaining release on schedule. The major releases are the larger and more complex 
Implementation efforts associated with the project and have led to ongoing process improvements in individual 
and business entity return and payment processing functions, captured additional data from the returns, fully 
implemented the Enterprise Image Cash Letter process, fully implemented the scanning of correspondence to 
allow for electronic routing of correspondence based workloads, installed infrastructure necessary to continue 
building the enterprise data warehouse, deployed the Taxpayer Folder for use and testing by internal staff 
members with expected deployment to taxpayers by January 4, 2016, pilot implementation of the PIT Return 
Analysis system, enhanced taxpayer folder and fraud modeling, and expanded noticing service. 

Design Stage 1, implemented between September 2012 and December 2013, resulted in reengineered 
business processes, installation of four new scanners, and new software that will allow FTB to realize the 
following improvements: 

• Enhanced scanning capabilities allowing for faster processing of tax returns and refunds. 
• Scan all pages of individual and business entity tax returns. 
• Capture more data off the tax return and select attachments without requiring manual keying of this 

Information. 
• Deposit payments electronically into California's bank accounts. 
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• Permanently put in place a new return and refund processing system for individual and business 
entity income tax returns. 

The expanded data capture from returns and attachments is a key component to realizing the project's 
revenue target. Capturing full images of the returns and payments allows FTB to eliminate paper, speed up 
processing, access more data via automated tools for compliance activities, and improve customer service. 
Consistent with the terms of the EDR contract, effective March 2014, the new processes and tools described 
above were transitioned to FTB for ongoing maintenance and operations. 

Design Stage 2, implemented between June 2013 and September 2014 saw the implementation of: 

• Initial functionality for the enterprise data warehouse. 
• Full scanning and electronic routing of specific correspondence to the appropriate business areas, 

prioritizing it for access by a user, viewing certain tax returns and documents, and allowing 
comments. 

• Deployment of the Taxpayer Folder and Case Management to internal staff. 
• Delivery of the new MyFTB application to FTB: 

The existing MyFTB Account application available today on FTB's public website will be 
enhanced with the implementation of the new MyFTB. The new MyFTB was made available 
to FTB's external security experts to conduct internal security testing before implementation 
to the public January 4, 2016. 

- After initial security testing was completed, but prior to releasing the application to the 
public, the new MyFTB was released to a limited group of Internal users for additional 
testing to ensure it meets the highest levels of security, privacy and confidentiality. 

Design Stage 3 implementation began December 2014 and continues through June 2016 and includes: 

• Deployment of the PIT Return Analysis (RA) system 
• Enhancements to the Taxpayer Folder to support the PIT RA workload 
• Increased fraud data to support the new fraud modeling functionality 
• Implementation of the Enterprise Noticing system to support RA and fraud functionality 
• Increased collection data to support enhanced collection models 

Upcoming releases will focus on final functionality for the enterprise data warehouse, deployment of the new 
MyFTB to taxpayers, and the deployment of the enhanced business entities return analysis. FTB has also 
begun and will continue to ramp up activities related to the successful transferring of knowledge regarding 
maintenance and operations of the new systems and processes. 

Pursuant to Senate Bill 80 (Statutes 2015, Chapter 21), FTB Is responsible for implementing California's 
Earned Income Tax Credit effective with the 2015 tax year. The approved 2015-16 Finance Letter #2 Earned 
Income Tax Credit, included $13.4 million associated with the EDR schedule adjustments required to 
implement Earned Income Tax Credit within the mandated timeframe. 

Revenue to date has exceeded projections for the first four years of the project. For 2009-10 through June 30, 
2015, projections were $1.2 billion, while actual revenue was $1.8 billion (152 percent of projection). The EDR 
project will generate between $4 billion and $4.7 billion (with a continued emphasis on the $4.7 billion) in 
revenue for the state over the life of the project. 

As the review of the project related enhancements continue, FTB continues to watch the level of resources to 
address increasing and new workloads. As workloads decreased in volume or time commitment, FTB has 
redirected resources to other workloads with increased volumes or time commitments or to new workloads to 
maximize operations and revenue generating capabilities. 
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Through June 30, 2015, the EDR project has expended $398 million (70.3 percent) of its $565.9 million total 
cost (includes BCP expenditures plus redirected staff and OE&E). This proposal requests resources to 
continue with the implementation of the project in 2016-17, in accordance with the FTB FSR, SPR#1, SPR#2, 
SPR#3, SPR#4 and the EDR Contract. 

See Attachment 1 for Resource History and Attachment 2 for Program Workload Measures (workload metrics). 

C. State Level Considerations 

The EDR project will significantly improve the department's ability to address the state's annual $10 billion tax 
gap through a strategically planned Tax Systems Modernization effort consistent with the FTB IT Strategic 
Plan, FTB IT Capital Plan, and enterprise vision incorporating state IT goals and objectives. The EDR project is 
a key step for aligning FTB's tax systems with the FTB Strategic Plan and FTB Enterprise Tax Business Vision. 
Approval of this request is critical to the success of the EDR project and sets the stage to achieve the 
corresponding state revenue objectives and IT goals at the lowest possible costs. 

This proposal supports FTB's mission to fairly and effectively administer the state's tax system and the 
Strategic Plan Goals for Taxpayer Centric Service, Effective Enforcement, a Strong Organization and 
Operational Excellence. 

The added revenue coupled with the improvement to taxpayer compliance will provide many long-term benefits 
to the state. Associated benefits not only increase the General Fund, but also improve the public's perception 
and awareness in order to fully support and accurately participate in the taxation process for the benefit of all 
Californians. 

D. Justification 

Over the last 25 years, FTB's IT investments focused on improving the effectiveness of enforcement processes 
with the objective of bringing non-compliant taxpayers into compliance. These investments have generated 
measurable, positive results, including the filing of more tax returns and the collection of more past due taxes. 
While these investments were effective, the enforcement processes are the most costly way for FTB to 
conduct its business because they concern the recovery of noncompliance revenue. One of the goals of the 
EDR project is to improve the effectiveness of filing processes and thereby maximize compliance, and thus 
revenues, much sooner in the filing process—^when the returns are filed and taxes are due. The EDR project 
costs are funded by the revenue benefits generated from the EDR solution. Upon implementation, the EDR 
solution will allow for operational improvements, taxpayer benefits, and tax revenue. More specifically the EDR 
project will assist in narrowing the $10 billion tax gap by: 

• Replacing the current return filing processes to improve efficiency, image and capture more return data, 
and correct more returns earlier in the filing process. 

• Providing additional tools to identify noncompliance patterns and prevent fraudulent activity. 
• Providing data as an enterprise asset to all authorized users, including taxpayers. 
• Improving the assignment of non-filer, audit, and collection cases based on highest CBR. 
• Providing reusable services to make functionality available and reduce maintenance cost. 
• Providing the ability to retire redundant systems in the future. 
• Expanding customer self-services by implementing new self-help tools for taxpayers and tax 

practitioners to ease burdens that may currently exist related to filing a return or paying taxes due. 
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The following requests are needed to support EDR's needs covering workload growth, maintenance, 
operations, and hardware/software needs-as outlined in the Department of Technology's Maintenance & 
Operations (M&O) Plan Guidelines^-covering a 5-year timeframe from 2016-17 through 2020-21. 

a) Exercise the EDR contract M&O options for 2016-17 and 2017-18. 
b) Refresh EDR hardware/software and purchase EDR M&O hardware, software, and 3"̂  party 

maintenance and support 2016-17 through 2020-21. 
c) Perform major version upgrades of the Security Database in 2016-17, and Case Management and Data 

Stage software in 2017-18. 
d) Increase FTB program resources to support full adoption and usage of the new EDR tools. 
e) Upgrade IT position classifications for increased knowledge levels required for M&O. 

f) Compensation payments to the Solution Provider in 2016-17 and 2017-18. 

a. Exercise the EDR contract M&O options for 2016-17 and 2017-18 
FTB will exercise the first two years only (2016-17 and 2017-18) of the optional five-year M&C options written 
in the EDR contract. This will provide FTB support for the critical EDR solutions for a total of 18 months at a 
cost of $40.5 million. This option includes full support by the Solution Provider for all areas of M&C of the EDR 
solution while FTB finishes the full transition and knowledge transfer to the state. These costs do not include 
product upgrade costs. 

2016- 17 ($13.4 million) 
January 1, 2017 to June 30, 2017 - $26.8/2 = $13.4 million 

2017- 18 ($27.1 million) 
July 1, 2017 - December 31, 2017 - $26.8/2 = $13.4 million 
January 1, 2 0 1 8 - J u n e 30, 2018 - $27.3/2 = $13.7 million 

b. Refresh EDR Hardware/Software and Purchase EDR M&O Hardware, Software and 3"" Party 
Maintenance and Support 2016-17 through 2020-21 
The EDR project doubled FTB's IT infrastructure. The department will therefore require additional baseline 
funding to assume the costs for on-going hardware and software licenses, equipment refreshes, and 3'̂ ^ party 
support contracts. Beginning in 2018-19, FTB requests an ongoing augmentation of $36 million a year to allow 
funding for these critical costs. In addition, FTB seeks approval to submit annual Planning Estimate 
Adjustments beginning in 2021-22 to address ongoing refresh costs and price increases. These amounts as 
estimated vary substantially from year to year depending on the refresh schedule. 

(Dollars in thousands) 

Request Category 2016-17 2017-18 2018-19 ;^oi9-2d* ' 2020-21 

Hardware Refresh $264 $10,092 $5,953 $21 $1,725 

Software Refresh $50 $5,204 $2,758 

Hardware Maintenance $1,348 $5,723 $5,497 $5,881 

Software Maintenance $1,588 $24,962 $26,210 $27,720 

Contract Support $23 $188 $23 $23 $323 

Total $337 $18,420 $39,419 $31,751 $35,649 

^ Per the SIMM 160 Maintenance Operations Plan Guideline dated April 2011 
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c. Perform major version upgrades of the Security Database in 2016-17, and Case Management and 
Data Stage software in 2017-18 
Vendors for three main technologies supporting EDR are ending software version support shortly after the 
transition of the EDR solution to FTB. To avoid delays to taxpayer refunds and check cashiering, which is a risk 
associated with upgrading such key technologies during filing season, FTB is requesting contract services with 
the EDR Solution Provider to help us upgrade the technologies in 2016-17 and 2017-18. These sen/ices are 
not covered by the current EDR contract or the EDR contract option period requested above. 

2016- 17 ($2.5 million) 
Security Database Upgrade - $2.5 million 

2017- 18 ($4.6 million) 
Case Management Upgrade - $2.75 million 
Data Stage Upgrade - $1.8 million 

d. increase FTB program resources for the EDR M&O period 
In order to ensure that FTB is able to fully utilize the tools delivered under the EDR contract and meet the 
revenue obligation under the terms of the contract, FTB is requesting additional program resources for 
business operations. 

Administrative Services 
Human Resources (1 permanent position) 
The Business and Human Resources Bureau provides services that enable the FTB to recruit, develop, and 
maintain its workforce. In 2016-17, the EDR BCP will add 163 new permanent and temporary employees to the 
department. Human Resources staff will be deeply impacted by processing all of the new hire papenwork and 
ongoing processing, and the tracking and managing of several mandated tasks. 

Filing Division 
EDR has significantly impacted the Filing Division in the processing of income tax returns and the use of the 
information in return validation and fraud detection. This new process which captures the data from returns, 
payments, and correspondence is the crux of the EDR Project. This proposal requests the resources to sustain 
the revenue gains brought about by the successful implementation of EDR. These ongoing workloads will 
preserve and support FTB's full adoption and utilization of the EDR deliverables. 

Business Entity Return Processing (5 permanent positions) 
FTB requires a business analyst position that will provide valuable analytical and workload support for staff 
processing the most complex business entity returns. This analyst will work as a liaison between the Business 
Entities Section (BES) business area and other areas of the enterprise such as Filing Division, ARM Division, 
Audit Division, Administrative Services Division, and Financial and Executive Services Division to ensure that 
the processing of business entity returns are being handled correctly, timely, and have proper oversight and 
analytical support to ensure downstream operations such as collections and audit are not impacted with late or 
incorrect data. This staff member will: 

• Be the point of contact for business users supporting other compliance activities regarding technical 
questions that arise. 

• Provide technical and analytical assistance to staff and management within BES for workload 
questions, procedure changes, problem Identification and resolution, and reporting. 

With the greatly increased amount of data being captured due to EDR, this position will be critical to support 
the analysis and reporting of that data to the compliance areas throughout the department. 

in addition, the Business Entity Return and Payment Validation is moving from an overnight batch-oriented 
process where returns and payments post to the legacy accounting systems overnight, to an online real-time 
environment where returns and payments will be posted to the legacy accounting systems in real-time as soon 
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as staff validates them. This change in workflow process impacts the quality review cycle of these cases from 
less urgent and time sensitive, to more urgent and time sensitive. FTB is requesting four additional positions to 
ensure FTB staff can clear review queues thus avoiding backlogs. This will greatly enhance the efficiency of 
the online real-time processing, and bills and refunds will not be artificially delayed. 

Data Capture (1 permanent position, 15 temporary heip to permanent positions, 78 temporary heip positions) 
Key Data Operators perform the keying activities needed in order to update taxpayer information to the 
taxpayer accounts and various departmental systems. Prior to EDR, only the first three pages of personal 
income tax and business entity return information was data captured (schedules and attachment information 
was not captured). With the implementation of EDR, annually there has been an increase in personal income 
tax data and business entity data capture as more forms, tax years and fields are added. With EDR, the entire 
return including schedules and W-2s are data captured. The number of fields data captured has Increased 
from 2,400 fields prior to EDR to 5,700 fields with EDR. For personal income tax returns, the addition of Optical 
Character Recognition (OCR) and 2 Dimensional (2D) Barcode creates an offset to data entry costs, however 
due to vendor participation and business decisions, not all forms include OCR and 2D Barcode and require full 
Key From Image data entry. OCR technology is also used for business entity returns, however, vendors are 
not participating In 2D Barcode for business entity returns and do not plan to in the future due to the complexity 
associated with business entities. 

Returned Maii (3 permanent positions and 17 temporary help positions) 
Returned Mail is all mail that is returned to FTB as undeliverable by the US Postal Service (USPS). The current 
Returned Mail process involves opening and sorting the envelopes into bins based on the last line of the return 
address listed on the envelope. If the letter sorter machine does not read or identify the last line of the return 
address the mail falls into the reject bin and staff manually sorts these notices that need to be routed to 
compliance staff throughout the department or the Information Capture and Banking Section (ICBS) for keying. 
All return mail is related to correspondence or communications FTB has Issued to taxpayers. The most 
common types of return mall are for balance due notices, nonfiler contacts, or taxpayer notifications related to 
errors on tax returns. 

Beginning January 2016, returned mail will be keyed Into the Taxpayer Folder. In addition to the Returned Mail 
being extracted and sorted, the new process requires a technician to analyze an account to determine if the 
Returned Mail indicator has been updated with a current address by either the system or another user in the 
department. The new process involves searching for the account, researching the contact information and 
updating the address with the Returned Mail indicator and source (USPS) of the Returned Mail. The new 
Returned Mail workload provides better due process, allowing the taxpayer to respond to notices and other 
correspondence, therefore being tax compliant. 

Return Analysis (33 temporary help positions) 
One of the key components of the EDR Project is the new Return Analysis (RA) system, which is the final 
stage of return processing. RA is the new EDR process by which tax returns and payments are validated in 
order to correctly post to the accounting system. RA replaces the current return validation processes and 
systems. In the new RA system, expanded data from all pages of the return and supporting schedules will go 
through edit checks and those that don't meet new and existing logic criteria will 'fall out' to IVS for further 
analysis and processing by staff. EDR has enabled FTB to automate some of the most routine validation work. 
However, the validation edits (based on additional tax return data that is now captured) are also being 
expanded resulting in an increase in resources needed to process returns. This additional data is used 
throughout the department in the compliance activities and allows FTB to increase revenue from these 
compliance activities by up to $1 billion annually. These additional validation rules also detect common 
mistakes on tax returns up front and allow FTB to issue notification to taxpayers regarding additional tax owed 
or of a refund if applicable. FTB requests additional resources to allow FTB to edit and validate more tax return 
data currently not captured from paper returns. 

Scanning, Correspondence Association and Electronic Tingle Table (4 permanent positions, 20 temporary help 
to permanent positions, and 20 temporary positions) 
FTB requests resources for the ongoing year-round scanning workload. With the Implementation of EDR, all 
pages of personal income and business entity returns and correspondence are scanned. This enhances the 
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ability to capture data, allows downstream users with a business need to access the image of the document at 
the earliest possible point, reduces the physical storage required for the paper returns, and moves the 
department toward a paperless work environment. Pages scanned went from around 20 million in 2010-11 to 
an estimated 83 million for fiscal year 2014-15. 

Correspondence Association was a new workload that began the pilot phase in July 2013 with the processing 
of correspondence in the EDR solution. The Association workload links incoming correspondence with the 
appropriate entity in order to enable staff from throughout the department to process correspondence. This 
workload requires staff to 'associate' paper mail to the taxpayer within the MyFTB applications. It allows 
correspondence to be viewable on the taxpayer's account in the taxpayer folder at the earliest possible point. 
This helps contact centers and other areas provide the best service to the customers when they receive a 
taxpayer contact or they are working on a taxpayer's account. Prior to correspondence being added to the 
taxpayer folder, the paper correspondence was routed to the appropriate business area to be worked. If a 
taxpayer contacted FTB or if a business area worked the taxpayer's account, they would not know that the 
taxpayer had sent correspondence. In July 2014, the EDR correspondence pilot expanded, increasing the 
amount of correspondence scanned into the EDR solution. FTB has been using temporary help funds to do 
this workload, but the work is ongoing and permanent funding and position authority is needed. 

There are 33 FTB forms that are formatted for auto-association. Approximately 500 other FTB and non-FTB 
form correspondence will require association by Association staff. The workload requires staff to link incoming 
correspondence with the appropriate entity in order to enable staff from throughout the department to process 
correspondence. The Association workload has grown significantly since fiscal year 2013-14 and will be a 
permanent workload moving forward. 

The Electronic Tingle Table workload is a new workload to address fallout from Form Based Routing. Currently 
correspondence is manually sorted by mail stop or PO Box into cubbies or boxes and prepared for scanning. A 
batch separator is placed on every batch. The batch separator has Identifying information that allows the 
system to route the entire batch to the appropriate workbasket. With form based routing, FTB forms formatted 
for auto-routing will be separated out, scanned, and auto-routed to the appropriate workbasket. A final sort to 
the mail stop and multiple batch separators will no longer be required. Forms not recognized will fall out to 
staff, analyzed, and then electronically routed by Association staff. Correspondence not formatted for auto-
routing will continue to be sorted and routed by batch separator. Beginning July 1, 2015, FTB will Implement 
Form Based Routing (auto-routing) of most FTB generated correspondence forms. This will be a new workload 
that will address forms that fail to auto-route. Staff will be required to electronically route the image of these 
forms to the appropriate workbasket in the Case Management system. 

Finance & Executive Services Division 
Business Process Management and Reengineering (2 year Limited Term Funding) 
Business Process Management (BPM) and reengineering allows FTB to look at processes across the 
organization to determine if they are running at peak efficiency. It applies to processes that are manual or 
performed by a computer application. 

FTB currently has a list of over 100 requests pending for expansion or enhancement of the recently deployed 
EDR deliverables. These enhancements are outside of the scope of the project but will enhance the operations 
if these changes are pursued. These enhancements could generate additional revenue, make the processes 
more cost efficient, or optimize processes to reduce or eliminate backlogs. These enhancements will also allow 
FTB to fully optimize EDR deliverables. 

On an annual basis, FTB updates the systems for recent law changes and desired enhancements proposed by 
the business areas. As a result of the significant changes to the systems due to EDR, FTB has an opportunity 
to continue to look for and address system enhancements. 

These staff will be responsible for working with process owners throughout the department to identify and 
prioritize areas where process improvements can be pursued to increase revenue or decrease costs or 
duration of an activity. These staff must first document the existing process - 'As Is' including an analysis of all 
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inputs and outputs (upstream and downstream operations) to that the process. Inputs and outputs are staff, 
processes, or systems that support or rely on the specific process desired to be improved. These staff 
members must understand and document the full process flow of work and then work with the business area 
and IT staff to determine and document the 'To Be' new process. Again, this new process must consider 
impacts to all upstream and downstream processes. Similar work efforts by the EDR vendor have shown the 
analysis work to take between 200 - 1500 hours depending on complexity of the process, risks to modifying 
the process, and number of inputs and outputs. Successfully completing this process will allow FTB to enhance 
operations with controlled or no risks to FTB operations as well as assisting with the development, testing, and 
deployment of the solution. 

Additionally, staff will also work closely with the business areas to understand potential processes, do an initial 
evaluation of benefits, risk, and complexity to allow for easier prioritization of the process. 
Staff will also be required to annually review the "As-ls" processes to ensure they are kept up to date and thus 
allow for easier enhancements in the future either to the same process or an upstream or downstream 
process. 

Procurement (2 year Limited Term Funding) 
Although FTB is exercising an M&O Option Period, there are still additional procurements that FTB is 
responsible for conducting. In 2016-17 FTB estimates up to 52contracts, due to third party software license 
agreements and refresh and upgrade efforts will need to be negotiated. FTB's existing universe of IT contracts 
is roughly 500. In addition to the procurement activities in 2016-17 there will be extensive planning required, in 
some cases six months to work with the Technology Services staff, in order to plan and execute the 
procurements for 2016-17 and especially as FTB moves towards 2017-18 and 2018-19. 

Technologv Services Division 
IT Help Desk (1 permanent position) 
Now that EDR has delivered eight out of its nine major deliverables, all the new EDR systems are now in 
production. These are the Taxpayer Folder/MyFTB, Return Filing, Return Analysis, and Case Management 
systems with over 10,000 combined users across the applications. To date, the Solution Provider has been 
providing IT service desk support for these systems. Now that the project is entering the final year of the 
project, service desk support must now transition over to the state staff. One permanent IT resource is now 
required to provide the service and support of the new EDR applications. 

The Service Desk analyst will be responsible for managing intake of all incidents (technical Issues, defects and 
system errors) and requests (customer service requests such as software Installs, "how to" questions or 
hardware replacements) in support of the new EDR applications. 

Based on the complexity of the new systems and the Solution Provider support resolution rates for 2014-15, 
FTB has found the rate to resolve and support the new EDR applications is lower than the usual IT service 
desk analyst resolution rates. This is primarily due to the Increase in the complexity and knowledge required to 
support the newer technologies, multiple interfaces and data feeds used to develop these systems. Based on 
the last year of Solution Provider support, the analyst position is needed to support 625 incidents and 150 
service requests at a resolution rate of 2 hours and 4 hours respectively. 

As EDR implements its final deliverable In 2015-16, FTB Is projecting another increase in the number of 
incidents and requests the IT service desk will be required to support. FTB is not requesting additional IT 
service desk resources for this increase, at this time, since the current EDR resolution rates should increase 
enabling these calls to be handled with this one additional resource being requested. 
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e. Upgrade IT positions for Increased knowledge levels required for M&O 
Due to the increased knowledge and skills required to support the EDR solution, FTB is also requesting $1.3 
million in additional funding to increase the classification levels of the staff that will now be required to support 
and maintain the EDR solution. This funding is needed starting in 2016-17. 

The EDR project has introduced highly complex technical environments needed to support both the custom 
EDR software and the many commercial-off-the-shelf (COTS) software solutions being delivered to FTB as 
part of the EDR project. In addition, the EDR Solution is comprised of the most sophisticated set of data 
integration technology and toolsets that FTB has seen to date. The data architecture comprises over 400 
tables alone and synchronizes data between 12 FTB legacy and COTS systems, 35 Third Party data sources 
and impacts the majority of FTB program areas as well as external MyFTB customers. EDR project success is 
dependent on FTB IT staff's ability to manage, maintain, and operate these highly complex technical 
environments. The complexity of these workloads and expanding responsibilities necessitates higher 
classification levels of staff. 

f. Compensation Payments to the Solution Provider in 2016-17 
The EDR project is using a benefits-based compensation model. This means that payments to the Solution 
Provider are based on the benefits (revenue) generated from the EDR solution that the state receives. If the 
state does not receive increased revenue, then the contractor does not receive payment. This approach shifts 
much of the financial risk to the contractor. Payments are computed and made quarterly based on designated 
revenue streams and can move between quarters. Quarterly payments can be delayed if certain project 
management and performance objectives are not met by the Solution Provider. The estimated Solution 
Provider quarterly payments for 2016-17 (July through December) is $39.9 million (projected 10 percent 
holdback amount across the entire project). 

E. Outcomes and Accountability 

FTB SPR#4 which was submitted to Government Operations Agency on July 3, 2015, updates the previous 
FTB SPR#3 (approved February 20, 2015), FTB SPR#2 (approved June 9, 2014), SPR#1 (approved 
November 14, 2011), FSR 08-05 (Project number 7730-191) and provides project authority and details about 
the project scope, requirements and solution. A cross-section of state staff participates in the FSR and SPR 
analysis and requirements, including the EDR Project Director, EDR Business Project Director, and dedicated 
Project Management staff, working with the department's Project Oversight Guidance (FOG) Section to 
oversee project activities, as well as representatives from California Department of Technology who oversee all 
procurement activities, to ensure all applicable policies, rules, guidelines and procedures are followed. The 
EDR Project Manager works with FOG to monitor project progress and perform communication management, 
including status reporting consistent with stakeholder and overseer needs. The SPR is the responsibility of the 
department's Chief Information Officer or delegate. The fiscal oversight of the project is the responsibility of 
both the California Department of Technology and the Chief Financial Officer (CFO). 

See Attachment 2 for Projected Outcomes. 

F. Analysis of All Feasible Alternatives 

Alternative 1 - Approve BCP as written. To ensure the current and on-going s u c c e s s and revenue 
estimates forecasted with the EDR project, the 18 month M&O options, HW/SW refresh and 
maintenance, 3'̂ '' party consulting, and Program resource request need to be fully funded and 
approved. 
Approving this request also allows FTB to fully upgrade the key components of the EDR solution, like the 
security database or case management system, with a full, highly-experienced expert support team skilled in 
performing this type of work and thus minimizing any risk to the department, customer service and tax 
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processing. If not fully funded and approved, FTB's ability to maintain and support the EDR solution or achieve 
and sustain the revenue estimates forecasted with the project will be impacted. 

Alternative 2 - Approve BCP except for the program positions for business operations. 
Without the program positions FTB will not be able to fully utilize the tools delivered under the EDR contract 
and meet the EDR revenue obligations. The program positions are needed to sustain the revenue gains 
brought about by the successful implementation of EDR. These ongoing workloads will preserve and support 
FTB's full adoption and utilization of the EDR deliverables. Failure to secure requested program positions 
would result in a decrease in the project revenue estimates for 2016-17 and the on-going $1 billion revenue 
estimate. 

Alternative 3 - Approve BCP except for the 18 month M&O option with the prime Solution Provider. 
This alternative would require FTB to incur costs for ongoing hardware and software maintenance for the 18 
months that are equivalent to the costs included in the M&O option with the Solution Provider. Although 
equivalent in cost, this alternative does not include program services, which are covered under the M&O option 
with the Solution Provider. Not funding the request to extend the M&O period with the Solution Provider would 
put FTB at risk of not having the appropriate knowledge, skills and abilities to support the EDR solution, 
causing unnecessary system outages, impacts and revenue delays. FTB would also be at risk of being unable 
to perform enhancements, implement new legislation, or perform critical M&O tasks necessary to keep the 
EDR systems functioning properly and not impacting FTB's revenue generating capabilities. 

Alternative 4 - Do not approve the request. 
Failure to have the funding and key positions In place will result in the department not meeting its contractual 
obligations associated with the EDR project and risk the 2016-17 revenue and hundreds of millions of dollars in 
revenue anticipated in subsequent fiscal years associated with the EDR initiatives. 

G. Implementation Plan 

• June 2016 - all documentation to establish permanent positions is prepared and approved by the FTB 
Budget Officer and forwarded to the Department of Finance. 

• June 2016 - Department of Finance notifies FTB of position approval. 
• July 1, 2016 - positions are established and FTB begins hiring. 
• Ongoing Solution Provider payments will occur quarterly beginning July 2016 through December 2016. 
• Solution Provider payments will occur monthly during the Maintenance and Operations period beginning 

January 2017 through June 2018. 

H. Supplemental Information 

• Consultant Professional Services (External Contracts) for Solution Provider payment. 

I. Recommendation 

Alternative 1 is recommended: Approve $68 million General Fund and 198 positions. This alternative is 
the most desirable alternative to minimize costs and risks and maximize revenue and benefits of the EDR 
Project. If not fully funded and approved, FTB's ability to maintain and support the EDR solution or achieve and 
sustain the revenue estimates forecasted with the project will be impacted. 
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Attachment 1 

EDR BCP 
Resource History 
(Dollars in Thousands) 

EDR Project 
P Y - 4 P Y - 3 P Y - 2 P Y - 1 PY 

Authorized Expenditures 6,935 39,115 96,491 152,152 75,114 

Actual Expenditures 4,835 37,680 96,491 152,152 75,114 

Revenues 25,380 115,740 338,456 482,722 744,033 

Authorized Positions 40 72 165 184 71 

Filled Positions 40 71 165 184 71 

Vacancies 0 1 0 0 0 

Filing Division 
Authorized Expenditures 100,732 97,696 99,517 104,294 112,409 
Actual Expenditures 93,327 94,806 98,334 105,258 112,529 

Revenues 681,898 759,883 813,214 810,937 879,331 
Authorized Positions 1,289 1,280 1,243 1,224 1,284 
Filled Positions 1,181 1,179 1,185 1,144 1,189 
Vacancies 108 101 57 80 95 
Procurement Section 
Authorized Expenditures 2,562 2,579 2,343 2,625 2,700 
Actual Expenditures 2,247 2,212 2,172 2,366 2,728 
Revenues NA NA NA NA NA 
Authorized Positions 26 27 25 25 25 
Filled Positions 24 24 23 23 23 
Vacancies 2 3 2 2 2 
TSD - Help Desk 
Authorized Expenditures 5,799 6,849 5,569 3,678 4,714 
Actual Expenditures 5,854 6,979 5,743 3,897 5,415 
Revenues NA NA NA NA NA 
Authorized Positions 59 58 60 38 34 
Filled Positions 55 66 52 33 44 
Vacancies 4 -8 8 5 -10 



Attachment 2 

E D R B C P 
Workload Metrics 

Past Past Past Past Past Current Budget Budget Budget Budget Budget 

Workload Measures Year 4 Yea rs Year 2 Y e a r l Year Year Year Year 1 Year 2 Years Year 4 

VOLUMES 2010-11 2011-12 2012-13 2013-14 2014-15 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 
B u s i n e s s Entities 
Uuality Review, Validation & Analysis 209,050 209,050 209,050 209,050 209,050 209,050 209,050 209,050 209,050 209,050 209,050 
Information Capture & Banking 
Data Capture - Personal Income Tax - Returns 4,836,000 4,430,000 4,201,000 3,813,000 3,600,000 3,400,000 3,200,000 3,000,000 2,900,000 2,900,000 2,900,000 
Data Capture - Personal Income Tax - fields keyed 600 1,300 2,100 2,000 2,200 2,300 2,400 2,500 2,600 2,600 2,600 
Data Capture - Business Entity - Returns 1,466,000 551,000 764,000 800,000 608,000 456,000 347,000 330,000 320,000 320,000 320,000 
Data Capture - Business Entity - fields keyed 1,800 1,400 2,100 3,500 3,500 3,550 3,600 3,650 3,700 3,700 3,700 
Data Capture - Keystrokes NA 240,000,000 788,000,000 1,531,000,000 1,820,000,000 2,230,800,000 2,678,735,000 3,133,051,250 3,615,663,763 3,615,663.763 3,615,663,763 
Return Mail Workload 1,635,000 1,733,000 1,999,000 2,165,000 2,097,000 2,300,000 2,300,000 2,300,000 2,300,000 2,300,000 2,300,000 
Information Validation 
Routine Validation 1,231,635 1,246,892 952,186 949,193 1,053,544 389,407 3,630 
Complex Validation 2,705,270 2,901,222 2,601,678 2,641,536 2,613,456 1,035,289 9,650 
Return Analysis NA NA NA NA NA 3,224,512 4,947,930 4,961,864 4,961,864 4,961,864 4,961,864 
Receiving & Data Storage 
Extractions & Document Preparation 8,569,000 7,346,000 7,597,000 7,410,000 6,226,000 6,763,000 6,434,000 6.217,000 6,107,000 6,107,000 6,107,000 
Scanning of Documents (pages) 20,100,000 19,800,000 47,200,000 87,000,000 90.052.000 93,000,000 93,000,000 93,000,000 93,000,000 93,000,000 93,000,000 
Electronic Tingle Table NA NA NA NA NA 50,000 50,000 50,000 50,000 50,000 50,000 
Electronic Association Group NA NA NA 129,000 818,000 1,000,000 1,000,000 1,000,000 1,000,000 1,000,000 1,000,000 
Procurement 
Total IT Contracts $35,919,285 $436,483,890 $30,033,617 $36,897,396 $41,655,556 $38,000,000 $40,800,000 $59,000,000 $77,000,000 $69,000,000 $73,000,000 
Number of Contracts 366 465 456 459 423 442 478 484 558 All 466 
TSD - Help Desk 
EDR Service Requests NA NA NA NA 302 375 450 450 450 450 450 
EDR Incidents NA NA NA NA 1,254 1.560 1,875 1,875 1,875 1,875 1,875 
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A D M I N I S T R A T I V E S E R V I C E S D I V I S I 
P e r s o n n e l 

S e r v i c e s 

P e r s o n n e l 

S p e c i a l i s t 

P e r m P e r s o n n e l S e r v i c e s : In 2 0 1 6 - 1 7 t h e E D R B C P wi l l a d d 1 6 3 n e w p e r m a n e n t a n d t e m p o r a r y e m p l o y e e s t o 

t h e d e p a r t m e n t P e r s o n n e l S e r v i c e s S e c t i o n w i l l b e d e e p l y i m p a c t e d b y p r o c e s s i n g a l l o f t h e n e w h i re 

p a p e r w o r k a n d o n g o i n g p r o c e s s i n g , t r a c k i n g a n d m a n a g i n g v a r i o u s o f m a n d a t e d t a s k s . 

T h e s e t a s k s i n c l u d e , b u t a r e n o t l i m i t e d t o 

- P r o c e s s p a y r o l l a n d b e n e f i t s fo r a l l p e r m a n d t e m p e m p l o y e e s 

- P r o c e s s s e p a r a t i o n s 

- M a n a g e a l l l e a v e b a l a n c e s a n d m o n t h s of s e r v i c e to e n s u r e e m p l o y e e s r e c e i v e p r o p e r p a y i n c r e a s e s 

- P r o c e s s a l l S t a t e D i s a b i l i t y I n s u r a n c e / N o n - i n d u s t r i a l D i s a b i l i t y I n s u r a n c e , W o r k e r ' s C o m p , a n d F a m i l y a n d 

M e d i c a l L e a v e A c t ( F M L A ) p a p e r w o r k 

- P r o c e s s M e r i t S a l a r y A d j u s t m e n t s a n d p r o m o t i o n s 

- P r o c e s s t r a n s f e r s 

- V e r i f y a n d r e p o r t o n e m p l o y e e l e a v e b a l a n c e s 

V a r i o u s n e w m a n d a t e s a n d w o r k l o a d s h a v e i n c r e a s e d t h e P e r s o n n e l S p e c i a l i s t s w o r k l o a d s S o m e o f t h e s e 

i n c l u d e 

- A f f o r d a b l e C a r e A c t 

- D e p e n d e n t E l ig ib i l i t y V e r i f i c a t i o n P r o j e c t 

- A n n u a l a u d i t s by c o n t r o l a g e n c i e s ( S t a t e P e r s o n n e l B o a r d a n d C a l H R } 

- N e w / c h a n g e s t o l a w s , r u l e s a n d r e g u l a t i o n s 

T h e s t a t e w i d e ra t io is 1 p e r s o n n e l s p e c i a l i s t f o r e v e r y 2 5 0 e m p l o y e e s 

E a c h P e r s o n n e l 

S p e c i a l i s t w i l l b e 

r e s p o n s i b l e f o r 3 8 7 

e m p l o y e e s in t h e 

d e p a r t m e n t 

N A 1 ,850 1 If t h i s p o s i t i o n is n o t a p p r o v e d , o t h e r P e r s o n n e l S p e c i a l i s t s w i l l h a v e to 

t a k e o n a d d i t i o n a l e m p l o y e e s , t h e r e f o r e i n c r e a s i n g t h e ra t i o o f 

e m p l o y e e s t o s p e c i a l i s t s . I n c r e a s i n g t h e ra t i o m a y i n c r e a s e t h e e r r o r s in 

p r o c e s s i n g p a y r o l l , w h e r e e m p l o y e e s m a y n o t b e p a i d t i m e l y , p r o c e s s i n g 

b e n e f i t s t i m e l y , w h e r e e m p l o y e e s m a y n o t r e c e i v e p r o p e r m e d i c a l 

c o v e r a g e a n d p r o c e s s i n g p a y i n c o r r e c t l y r e s u l t i n g in A c c o u n t s 

R e c e i v a b l e s T h i s c o u l d a l s o i m p a c t o u r ab i l i t y t o r e s p o n d t i m e l y to S D l 

F M L A a n d W o r k e r ' s C o m p e n s a t i o n c l a i m s , p u t t i n g F T B at r isk i o 

v i o l a t i n g v a n o u s S t a l e a n d F e d e r a l l a w s , r u l es a n d r e g u l a i i o n s T h e 

d e p a r t m e n t m a y n o t b e a b l e t o m e e t t h e 7 2 h o u r r e q u i r e m e n t for t ime l y 

p a y m e n t o f w a g e s f o r s e p a r a t i n g e m p l o y e e s a s o u t l i n e d in t h e 

g o v e r n m e n t c o d e G a r n i s h m e n t of w a g e s m a y a l s o b e a f f e c t e d by no t 

m e e t i n g t h e 10 d a y i m p l e m e n t a t i o n a n d p r o c e s s i n g o f n e w or m o d i f i e d 

g a r n i s h m e n t s 

P a g e 1 
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S e c t i o n C l a s s i f i c a t i o n 
R e s o u r c e 

T y p e ( P e r m , 

L T , T H , O T ) 
T a s k s ( w o r k l o a d ) 2 0 1 6 / 1 7 V o l u m e P r o d u c t i o n R a t e H o u r s 

N e w 
P o s i t i o n s 

R e q u e s t e d 
R i s k I m p a c t if P o s i t i o n { s ) N o t A p p r o v e d 

F I L I N G D I V I S I O N 
B u s i n e s s E n t i t i e s 

( B E S ) 

A s s o c i a t e 

O p e r a t i o n s 

S p e c i a l i s t 

P e r m B E S T e c h n i c a l & A n a l y t i c a l S u p p o r t : T h e b u s i n e s s a n a l y s t in th i s p o s i t i o n w i l l p r o v i d e v a l u a b l e a n a l y t i c a l 

a n d w o r k l o a d s u p p o r t f o r s t a f f p r o c e s s i n g t h e m o s t c o m p l e x b u s i n e s s e n t i t y r e t u r n s T h i s a n a l y s t w i l l w o r k 

a s a l i a i s o n b e t w e e n t h e B E S b u s i n e s s a r e a a n d o t h e r a r e a s o f t h e e n t e r p r i s e s u c h a s F i l i ng D i v i s i o n . A R M 

D i v i s i o n , A u d i t D i v i s i o n , A d m i n i s t r a t i v e S e r v i c e s D i v i s i o n , a n d F i n a n c i a l a n d E x e c u t i v e S e r v i c e s D i v i s i o n t o 

e n s u r e t h a t t h e p r o c e s s i n g o f b u s i n e s s e n t i t y r e t u r n s a r e b e i n g h a n d l e d c o r r e c t l y , t i m e l y , a n d h a v e p r o p e r 

o v e r s i g h t a n d a n a l y t i c a l s u p p o r t t o e n s u r e d o w n s t r e a m o p e r a t i o n s s u c h a s c o l l e c t i o n s a n d a u d i t a r e n o t 

i m p a c t e d w i t h l a te o r i n c o r r e c t d a t a . T h i s s t a f f m e m b e r w i l l : 

• B e t h e p o i n t of c o n t a c t f o r b u s i n e s s u s e r s s u p p o r t i n g o t h e r c o m p l i a n c e a c t i v i t i e s r e g a r d i n g t e c h n i c a l 

q u e s t i o n s t h a t a n s e , 

• P r o v i d e t e c h n i c a l a n d a n a l y t i c a l a s s i s t a n c e t o s t a f f a n d m a n a g e m e n t w i t h i n B E S fo r w o r k l o a d q u e s t i o n s , 

p r o c e d u r e c h a n g e s , p r o b l e m i d e n t i f i c a t i o n a n d r e s o l u t i o n , a n d r e p o r t i n g 

N A N A 1 , 8 5 0 1 W i t h o u t t h i s p o s i t i o n , t h e s e t e c h n i c a l d u t i e s m u s t b e s h i f t e d t o o t h e r 

p e o p l e in a s m a l l t e a m a n d a t l o w e r c l a s s i f i c a t i o n s a n d t e c h n i c a l ab i l i t y 

l e v e l s T h e s e o t h e r s ta f f m e m b e r s a r e a l r e a d y w o r k i n g a t c a p a c i t y a n d in 

m a n y s i t u a t i o n s a r e w o r k i n g o v e r t i m e t h r o u g h o u t t h e y e a r t o e n s u r e 

p r o c e s s i n g o c c u r s T h i s w o u l d resu l t in s ta f f b e i n g t a s k e d w i t h t h i n g s 

t h e y a r e n o t s k i l l e d t o c o m p l e t e a n d a r e l ike ly o u t s i d e the i r c l a s s i f i c a t i o n 

sk i l l s vi /hich v i o l a t e e m p l o y m e n t r u l e s A d d i t i o n a l l y , o v e r t i m e p a y is b e i n g 

p a i d f o r a t a s k tha t s h o u l d b e a c c o m p l i s h e d a t s t r a i g h t p a y A O d i l i o n a i l y , 

w i t h t h e g r e a t l y i n c r e a s e d a m o u n t o f d a t a b e i n g c a p t u r e d d u e t o E D R , 

th i s p o s i t i o n w i l l b e c r i t i ca l t o s u p p o r t t h e a n a l y s i s a n d r e p o r t i n g of tha t 

d a t a t o o u r c o m p l i a n c e a r e a s t h r o u g h o u t t h e d e p a r t m e n t 

B u s i n e s s E n t i t i e s 

( B E S ) 

T a x P r o g r a m 

T e c f i n i c i a n l i 

P e r m B E S Q u a l i t y R e v i e w , V a l i d a t i o n & A n a l y s i s : T h i s p o s i t i o n w i l l p e r f o r m q u a l i t y r e v i e w , n e w r e t u r n / p a y m e n t 

v a l i d a t i o n a n d a n a l y s i s B E R e t u r n a n d P a y m e n t V a l i d a t i o n is m o v i n g f r o m a n o v e r n i g h t b a t c h - o r i e n t e d 

p r o c e s s w h e r e r e t u r n s a n d p a y m e n t s p o s t t o o u r l e g a c y a c c o u n t i n g s y s t e m s o v e r n i g h t , t o a n o n l i n e r e a l ­

t i m e e n v i r o n m e n t w t i e r e r e t u r n s a n d p a y m e n t s w i l l b e p o s t e d t o o u r l e g a c y a c c o u n t i n g s y s t e m s in r e a l - t i m e 

a s s o o n a s s ta f f v a l i d a t e s t h e m T h i s c h a n g e in w o r k f l o w p r o c e s s i m p a c t s t h e q u a l i t y r e v i e w c y c l e o f t h e s e 

c a s e s f r o m l e s s u r g e n t a n d t i m e s e n s i t i v e , t o m o r e u r g e n t a n d l i m e s e n s i t i v e In o r d e r fo r b i l ls a n d r e f u n d s 

to b e i s s u e d o n c a s e s r e q u i r i n g q u a l i t y r e v i e w , t h e y m u s t b e w o r k e d b y a i e a d / r e v i e w e r s o t h a t r e v i e w i t e m s 

c a n b e c l e a r e d q u i c k l y a n d t r a n s a c t i o n s a p p r o v e d . W i t h t h e n e w r e a l - t i m e p r o c e s s i n g , t h e t i m e s e n s i t i v i t y of 

t h e r e v i e w is g r e a t l y e s c a l a t e d in o r d e r t o r e a l i z e t h e b e n e f i t s o f t h e f a s t e r p r o c e s s i n g t i m e f r a m e s - a b e n e f i t 

o f t h e E D R d e l i v e r a b l e s F u r t h e r m o r e , w i t h t h e m o v e t o r e a l - t i m e p r o c e s s i n g , m u l t i p l e t r a n s a c t i o n s w i l l n e e d 

t o b e r e v i e w e d a t o n c e T h i s w i l l i n c r e a s e t h e c o m p l e x i t y o f t h e r e v i e w p r o c e s s , l e n g t h e n i n g t h e t i m e it t a k e s 

t o r e v i e w e a c h c a s e t o e n s u r e a c c u r a c y T h i s w o r k l o a d f l u c t u a t e s , b u t h i s t o r i c a l l y , B E S h a s a p p r o x i m a t e l y 

2 0 fu l l t i m e p o s i t i o n s d e d i c a t e d t o t h i s q u a l i t y r e v i e w w o r k a t a n y g i v e n t i m e . E n h a n c e d p r o c e s s i n g t i m e 

a l l o w s f o r t a x p a y e r s t o g e t t h e i r r e f u n d s s o o n e r , r e c e i v e t he i r b i l l s s o o n e r , a n d a l l o w s c o m p l i a n c e s ta f f 

t h r o u g h o u t t h e d e p a r t m e n t t o a c c e s s d a t a f r o m t h e m o s t r e c e n t l y f i l e d r e t u r n w h i c h c o u l d b e r e l a t e d t o a 

p h o n e c a l l , o r a n a u d i t o f a n e a r l i e r y e a r 

3 3 , 3 0 0 q u a l i t y 

r e v i e w c a s e s 

4 75 c a s e s p e r h o u r 7 . 0 1 1 4 W i t h o u t a d d i t i o n a l s t a f f t o h e l p c l e a r r e v i e w q u e u e s , t h e s e t r a n s a c t i o n s 

w i l l b e c o m e b a c k l o g g e d T h i s w i l l g r e a t l y r e d u c e t h e e f f i c i e n c y of t h e 

o n l i n e r e a l - t i m e p r o c e s s i n g , b e c a u s e b i l ls a n d r e f u n d s w i l l b e a r t i f i c ia l l y 

d e l a y e d f o r l o n g e r p e n o d s of t i m e H o w e v e r , if t h e r e v i e w p r o c e s s is 

b y p a s s e d in t h e i n t e r e s t of e f f i c i e n c y , t h e r isk of bi l ls a n d r e f u n d s b e i n g 

i n c o r r e c t i n c r e a s e s d r a m a t i c a l l y T h i s l e a d s to a d d i t i o n a l p h o n e ca l l s 

a n d c o r r e s p o n d e n c e i n t o t h e d e p a r t m e n t , a l o n g w i t h d e c r e a s e d 

s a t i s f a c t i o n a m o n g o u r c u s t o m e r s T h e r e f o r e , t h e s e s ta f f a r e n e e d e d m 

o r d e r t o a l l o w r e v i e w t o b e c o n d u c t e d q u i c k l y a n d e f f i c i e n t l y a n d 

p r e s e r v e t h e b e n e f i t s o b t a i n e d b y s h i f t i n g r e t u r n a n d p a y m e n t v a l i d a t i o n 

t o r e a l - t i m e 

I n f o r m a t i o n 

C a p t u r e & 

B a n k i n g 

T a x P r o g r a m 

S u p e r v i s o r 

P e r m K e y i n g S u p e r v i s o r : M a n a g e m e n t is n e e d e d t o p r o v i d e s u p e r v i s o r y g u i d a n c e o n a d a i l y b a s i s a n d t o e n s u r e 

t h e d a i l y i n c o m i n g r e t u r n s a r e p r o c e s s e d e f f e c t i v e l y a n d e f f i c i e n t l y 

N A N A 1 .850 1 If t h i s s u p e r v i s o r y p o s i t i o n is n o t a p p r o v e d , s u p e r v i s i o n t o da i l y 

o p e r a t i o n s w i l l s u f f e r r e s u l t i n g in l oss of p r o d u c t i v i t y a n d e f f i c i e n c i e s a n d 

a c c u r a c y d u e t o l a c k o f g u i d a n c e fo r p r o c e s s i n g i s s u e s , r e d u c e d 

r e p o r t i n g a n d m o n i t o r i n g T h i s w o u l d c o m p r o m i s e t h e q u a l i t y a n d 

e f f i c i e n c y o f d a t a c a p t u r e d r e s u l t i n g m p o t e n t i a l e r r o n e o u s n o t i c e s , 

d e l a y s m r e t u r n , p a y m e n t , r e f u n d , a n d c o r r e s p o n d e n c e p r o c e s s i n g , 

d e l a y s in r e s o l v i n g t a x p a y e r a c c o u n t s a n d i n c r e a s e d p h o n e a n d 

c o r r e s p o n d e n c e c o n t a c t s to t h e c o n t a c t c e n t e r s 

I n f o i m a t i o n 

C a p t u r e & 

B a n k i n g 

K e y D a t a 

O p e f a i o r 

T H t o P e r m K e y i n g ; K D O s p e r f o r m t h e k e y i n g a c t i v i t i e s n e e d e d in o r d e r t o u p d a t e t a x p a y e r i n f o r m a t i o n t o t h e t a x p a y e r 

a c c o u n t s a n d v a r i o u s d e p a r t m e n t a l s y s t e m s . T h i s d a t a is i n s t r u m e n t a l in a c h i e v i n g E D R e f f i c i e n c i e s a n d 

r e v e n u e g e n e r a t i n g g o a l s E D R h a s i m p l e m e n t e d s i g n i f i c a n t s c a n n i n g o p p o r t u n i t i e s t o i m a g e 

c o r r e s p o n d e n c e a n d P I T a n d B E r e t u r n s t o h e i p r e d u c e m a n u a l d a t a c a p t u r e K e y i n g a n d u t i l i z i ng t h e d a t a 

w i t h a u t o m a t e d t o o l s a l l o w s F T B t o g e n e r a t e r e v e n u e f r o m o u r c o l l e c t i o n , a u d i t , a n d f i l i ng e n f o r c e m e n t 

ac t i v i t i e s a t t h e l e a s t a m o u n t of c o s t t o t h e s t a t e . T h i s d a t a a l s o a l l o w s u s to b e t t e r s e r v e t a x p a y e r s w h e n 

t h e y h a v e q u e s t i o n s or c o n c e r n s a b o u t t he i r t a x o b l i g a t i o n s a n d t h u s a l l o w s t h e s e t a x p a y e r s t o f i l e t he i r 

r e t u r n s a n d p a y t he i r c o r r e c t t a x l i ab i l i t i es a s q u i c k l y a s p o s s i b l e T h e P/l y e a r l y h o u r l im i t is n o t s u f f i c i e n t 

a n d c o n t n b u t e t o h i a h a t t r i t i o n r a t e w i t h i n t h e un i t . 

5 5 5 , 0 0 0 r e t u r n s 2 0 r e t u r n s p e r h o u r 2 7 , 7 5 0 15 If I C B S d o e s n o t h a v e s u f f i c i e n t s t a f f i n g , w o r k w o u l d b e p r i o r i t i z e d w i t h 

o n l y t h e t o p p r io r i t y of w o r k b e i n g d o n e r e s u l t i n g in l o s s in r e v e n u e , a s 

l e s s d a t a w o u l d b e c a p t u r e d or d a t a c a p t u r e w o u l d b e d e l a y e d T h i s 

w o u l d resu l t m l e s s or d e l a y e d a s s e t a n d t ax r e t u r n d a t a b e i n g p r o v i d e d 

t o co lJec to rs a n d a u d i t o r s a n d e r r o r s i d e n t i f i e d o n r e t u r n s n o t b e i n g 

a d d r e s s e d t i m e l y o r at al l Th i s w o u l d a l s o resu l t in d e l a y s in r e t u r n , 

p a y m e n t , r e f u n d , a n d c o r r e s p o n d e n c e p r o c e s s i n g 

I n f o r m a t i o n 

C a p t u r e & 

B a n k i n g 

K e y D a t a 

O p e r a t o r 

T H K e y i n g : K D O s p e r t o r m t h e k e y i n g a c t i v i t i e s n e e d e d in o r d e r t o u p d a t e t a x p a y e r i n f o r m a t i o n t o t h e t a x p a y e r 

a c c o u n t s a n d v a n o u s d e p a r t m e n t a l s y s t e m s T h i s d a t a is i n s t r u m e n t a l in a c h i e v i n g E D R e f f i c i e n c i e s a n d 

r e v e n u e g e n e r a t i n g g o a l s E D R h a s i m p l e m e n t e d s i g n i f i c a n t s c a n n i n g o p p o r t u n i t i e s t o i m a g e 

c o r r e s p o n d e n c e a n d P I T a n d B E r e t u r n s t o h e l p r e d u c e m a n u a l d a t a c a p t u r e K e y i n g a n d u t i l i z i ng t h e d a t a 

w i t h a u t o m a t e d t o o l s a l l o w s F T B t o g e n e r a t e r e v e n u e f r o m o u r c o l l e c t i o n , a u d i t , a n d f i l i ng e n f o r c e m e n t 

a c t i v i t i e s a t t h e l e a s t a m o u n t o f c o s t to t h e s t a t e T h i s d a t a a l s o a l l o w s u s t o b e t t e r s e r v e t a x p a y e r s w h e n 

t h e y h a v e q u e s t i o n s o r c o n c e r n s a b o u t t h e i r t ax o b l i g a t i o n s a n d t h u s a l l o w s t h e s e t a x p a y e r s t o f i le t he i r 

r e t u r n s a n d p a y t h e i r c o r r e c t t a x l i ab i l i t i es a s q u i c k l y a s p o s s i b l e . 

2 , 3 4 0 , 0 0 0 r e t u r n s 2 0 r e t u r n s p e r h o u r 1 1 7 . 0 0 0 7 8 If I C B S d o e s n o t h a v e s u f f i c i e n t s t a f f i n g , w o r k w o u l d b e p r i o r i t i z e d w i t h 

o n l y t h e t o p pr io r i t y of w o r k b e i n g d o n e r e s u l t i n g in l o s s in r e v e n u e a s 

l ess d a t a w o u l d b e c a p t u r e d a n d d a t a c a p t u r e w o u l d b e s i g n i f i c a n t l y 

d e l a y e d T h i s w o u l d resu l t m l ess or d e l a y e d a s s e t a n d l a x r e t u r n d a t a 

b e i n g p r o v i d e d to c o l l e c t o r s a n d a u d i t o r s a n d e r r o r s i d e n t i f i e d o n r e t u r n s 

n o t b e i n g a d d r e s s e d t ime l y o r a t a l l T h i s w o u l d a l s o resu l t in d e l a y s in 

r e t u m , p a y m e n t , r e f u n d , a n d c o r r e s p o n d e n c e p r o c e s s i n g 

I n f o r m a t i o n 

C a p t u r e & 

B a n k i n g 

K e y D a t a 

O p e r a t o r 

P e r m R e t u r n e d Mai l W o r k l o a d : B e g i n n i n g J a n u a r y 2 0 1 6 , r e t u r n e d m a i l ( m a i l t h a t w a s s e n t by F T B a n d r e t u r n e d ) 

w i l l b e k e y e d in to t h e T a x p a y e r F o l d e r P r e v i o u s l y , r e t u r n e d m a i l w a s p r o c e s s e d w i t h m i n i m a l d a t a c a p t u r e d 

T h e R e t u r n e d M a i l w o r k l o a d w i l l b e a p e r m a n e n t w o r k l o a d m o v i n g f o r w a r d T h e w o r k l o a d wi l l b e c o n s i s t e n t 

t h r o u g h o u t t h e y e a r P e r m a n e n t fu l l t i m e s ta f f a r e r e q u e s t e d t o e n s u r e c o n t i n u i t y of w o r k l o a d p r o c e s s i n g 

3 0 5 , 2 5 0 r e t u r n e d 

m a i l g o i n g t h r o u g h 

T a x p a y e r F o l d e r 

5 5 p i e c e s of m a i 
p e r h o u r 

5 , 5 5 0 3 W i t h o u t t h e s e r e s o u r c e s , r e t u r n m a i l w o u l d n o t b e k e y e d or w o u l d b e 

s i g n i f i c a n t l y d e l a y e d T h i s c o u l d r e s u l t in r e f u n d s or o t h e r 

c o r r e s p o n d e n c e b e i n g s e n t t o a b a d a d d r e s s if m a i l is n o t c o d e d 

T a x p a y e r s m a y n o t r e c e i v e d u e p r o c e s s if a d d r e s s e s a r e n o t c o d e d t h a t 

r e t u r n m a i l h a s b e e n r e c e i v e d In a d d i t i o n , t h e r e q u i r e d s e c o n d n o t i c e 

w o u l d b e s e n t t o a b a d a d d r e s s E r r o n e o u s l e t t e r s c o u l d b e s e n t o u t t o 

t a x p a y e r s a n d t h e c o s t o f s e n d i n g o u t e r r o n e o u s l e t t e r s , p o s t a g e , p a p e r , 

e n v e l o p e s , f e e s a n d m a n p o w e r w o u l d i n c r e a s e E r r o n e o u s 

a s s e s s m e n t s w o u l d g o to c o l l e c t i o n s , w h i c h m a y c a u s e t a x p a y e r 

a c c o u n t s t o b e l e v i e d e r r o n e o u s l y S o m e n o t i c e s m a i l e d w o u l d n e e d to 

b e m a n u a l l y r e p r o d u c e d if t h e y c o m e b a c k a s r e t u m m a i l a n d a r e n o t 

o r o c e s s e d 

P a g t 
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R i s k I m p a c t if P o s i t i o n { s ) Not A p p r o v e d 

I n f o r m a t i o n 

C a p t u r e & 

B a n k i n g 

K e y D a t a 

O p e r a t o r 

T H R e t u r n e d M a i l W o r k l o a d ; B e g i n n i n g J a n u a r y 2 0 1 6 , r e t u r n e d m a i l ( m a i l t h a t w a s s e n t b y F T B a n d r e t u r n e d ) 

w i l l b e k e y e d i n t o t h e T a x p a y e r F o l d e r P r e v i o u s l y , r e t u r n e d m a i l w a s p r o c e s s e d w i t h m i n i m a l d a t a c a p t u r e d 

T h e R e t u r n e d M a i l w o r k l o a d w i l l b e a p e r m a n e n t w o r k l o a d m o v i n g f on i va rd T h e w o r k l o a d w i l l b e c o n s i s t e n t 

t h r o u g h o u t t h e y e a r . 

1 , 4 0 6 , 0 0 0 

r e t u r n e d m a i l g o m e 

t h r o u g h T a x p a y e 

F o l d e r 

5 5 p i e c e s o f m a i 

p e r h o u 

2 5 , 6 6 4 17 W i t h o u t t h e s e r e s o u r c e s , r e t u r n m a i l w o u l d n o t b e k e y e d o r w o u l d b e 

s i g n i f i c a n t l y d e l a y e d T h i s c o u l d r e s u l t in r e f u n d s o r o t h e r 

c o r r e s p o n d e n c e b e i n g s e n t t o a b a d a d d r e s s if m a i l is n o t c o d e d 

T a x p a y e r s m a y n o t r e c e i v e d u e p r o c e s s it a d d r e s s e s a r e n o t c o d e d t h a t 

r e t u m m a i l h a s b e e n r e c e i v e d In a d d i t i o n , t h e r e q u i r e d s e c o n d n o t i c e 

w o u l d b e s e n t t o a b a d a d d r e s s E r r o n e o u s le t te rs c o u l d b e s e n i o u t to 

t a x p a y e r s a n d t h e c o s t o f s e n d i n g o u t e r r o n e o u s le t te rs , p o s t a g e , p a p e r 

e n v e l o p e s , f e e s a n d m a n p o w e r w o u l d i n c r e a s e E r r o n e o u s 

a s s e s s m e n t s w o u l d g o t o c o l l e c t i o n s , w h i c h m a y c a u s e t a x p a y e r 

a c c o u n t s t o b e l e v i e d e n - p n e o u s i y S o m e n o t i c e s m a i l e d w o u l d n e e d to 

b e m a n u a l l y r e p r o d u c e d if t h e y c o m e b a c k a s r e t u r n m a i l a n d a r e n o t 

p r o c e s s e d 

I n f o r m a t i o n 

V a l i d a t i o n 

T a x P r o g r a m 

T e c h n i c i a n 1 

T H P e r s o n a l I n c o m e T a x R e t u r n A n a l y s i s ( R A ) - R A is t h e n e w E D R p r o c e s s b y w h i c h t ax r e t u r n s a n d 

p a y m e n t s a r e v a l i d a t e d in o r d e r t o c o r r e c t l y p o s t t o t h e a c c o u n t i n g s y s t e m R A r e p l a c e s o u r c u r r e n t r e t u r n 

v a l i d a t i o n p r o c e s s e s a n d s y s t e m s In t h e n e w R A s y s t e m , e x p a n d e d d a t a f r o m a l l p a g e s o f t h e r e t u m a n d 

s u p p o r t i n g s c h e d u l e s w i l l g o t h r o u g h e d i t c h e c k s a n d t h o s e t h a t d o n ' t m e e t n e w a n d e x i s t i n g l o g i c c r i t e n a 

w i l l ' fa l l o u t ' t o I V S f o r f u r t h e r a n a l y s i s a n d p r o c e s s i n g by s ta f f E D R h a s e n a b l e d t h e F T B t o a u t o m a t e 

s o m e o f t h e m o s t r o u t i n e v a l i d a t i o n w o r k H o w e v e r , t h e v a l i d a t i o n e d i t s ( b a s e d o n a d d i t i o n a l t ax r e t u r n d a t a 

t h a t IS n o w c a p t u r e d ) a r e a l s o b e i n g e x p a n d e d r e s u l t i n g in a n e t i n c r e a s e in r e s o u r c e s n e e d e d t o p r o c e s s 

r e t u m s T h i s a d d i t i o n a l d a t a is u s e d t h r o u g h o u t t h e d e p a r t m e n t in o u r c o m p l i a n c e a c t i v i t i e s a n d a l l o w s F T B 

t o i n c r e a s e r e v e n u e f r o m t h e s e c o m p l i a n c e a c t i v i t i e s by u p t o $ 1 b i l l i on a n n u a l l y T h e s e a d d i t i o n a l 

v a l i d a t i o n r u l e s a l s o d e l e c t c o m m o n m i s t a k e s o n t ax r e t u r n s u p f r o n t a n d a l l o w s F T B t o i s s u e n o t i f i c a t i o n t o 

t a x p a y e r s r e g a r d i n g a d d i t i o n a l t ax o w e d or of a r e f u n d if a p p l i c a b l e T h e s e r e s o u r c e s a l l o w F T B t o e d i t a n d 

v a l i d a t e m o r e t ax r e t u r n d a t a c u r r e n t l y n o t c a p t u r e d f r o m p a p e r r e t u r n s 

1 , 0 2 4 . 3 0 5 

d o c u m e n t s t h a t 

f a l l o u t fo r f u r t h e r 

a n a l y s i s a n c 

p r o c e s s i n g 

2 0 . 8 4 9 , 2 4 5 3 3 L a c k of s u f f i c i e n t s t a f f i n g wi l l r e s u l t in b a c k l o g s in b o t h R A a n d e x i s t i n g 

i n v e n t o r i e s , c a u s i n g a d e l a y in p r o c e s s i n g r e t u r n s a n d p a y m e n t s , w h i c h 

i n c r e a s e s t h e risk o f p a y i n g i n t e r e s t , i s s u i n g i n c o r r e c t a s s e s s m e n t s 

i n c r e a s e d ca l l s a n d c o r r e s p o n d e n c e L a c k o f s u f f i c i e n t s t a f f i n g c o u l d 

a l s o resu l t in F T B n o t u t i l i z i ng t h e s e n e w r u l e s o r c a p t u r i n g a d d i t i o n a l 

d a t a w h i c h i m p a c t s o u r o n g o i n g ab i l i t y t o g e n e r a t e a n a d d i t i o n a l $ 1 

b i l l i on a n n u a l l y . 

R e c e i v i n g & D a t a 

S t o r a g e ( R D S S ) 

O f f i c e S e r v i c e s 
M a n a g e r ! 

P e r m R D S S O f f i c e S e r v i c e s M a n a g e r : T h i s p o s i t i o n w i l l m a n a g e o n g o i n g p e r m a n e n t w o r k l o a d s a s s o c i a t e d w i t h 

E D R i n c l u d i n g c o r r e s p o n d e n c e a s s o c i a t i o n ( E n t e r p n s e A s s o c i a t i o n G r o u p ) a n d t h e E l e c t r o n i c T i n g l e 

T a b l e T h e O f f i c e S e r v i c e s M a n a g e r p r o v i d e s o v e r s i g h t f o r t h e d a y t o d a y o p e r a t i o n s o f t h e s e w o r k l o a d s 

T h i s i n c l u d e s m o n i t o n n g a n d r e p o r t i n g i n c o m i n g a n d p r o c e s s e d w o r k l o a d v o l u m e s a n d p r i o r i t i e s , 

e s t a b l i s h i n g a n d r e p o r t i n g w o r k l o a d a n d p e r f o r m a n c e m e t n c s , m o n i t o r i n g a c c u r a c y , i d e n t i f y i n g a n d r e p o r t i n g 

w o r k l o a d t r e n d s , i d e n t i f y i n g a n d r e s o l v i n g w o r k l o a d i s s u e s , a n d e n s u n n g p r o c e d u r e s a r e a c c u r a t e a n d u p t o 

d a t e . 

N A N A 1 ,850 1 If t h i s m a n a g e m e n t p o s i t i o n is n o t a p p r o v e d , o v e r s i g h t to da i l y 

o p e r a t i o n s w i l l s u f f e r r e s u l t i n g in l oss of p r o d u c t i v i t y a n d e f f i c i e n c i e s a n d 

a c c u r a c y d u e t o l a c k o f g u i d a n c e fo r p r o c e s s i n g i s s u e s r e d u c e d 

r e p o n i n g a n d m o n i t o n n g . T h i s w o u l d r e s u l t in d e l a y s in r e s o l v i n g 

t a x p a y e r a c c o u n t s , i n t e r f e r e w i t h t a x p a y e r d u e p r o c e s s , d e l a y 

p r o c e s s i n g o f p a y m e n t s , i n c r e a s e p h o n e ca l l s to c o n t a c t c e n t e r s a n d 

c o r r e s p o n d e n c e ( r e p e a t c o r r e s p o n d e n c e d u e t o l a c k o f r e s p o n s e ) 

R e c e i v i n g & D a t a 

S t o r a g e ( R D S S ) 

T a x P r o g r a m 

S u p e r v i s o r 

P e r m R D S S T a x P r o g r a m S u p e r v i s o r s ( T P S ) ; s u p e r v i s e o n g o i n g p e r m a n e n t w o r k l o a d s a s s o c i a t e d w i t h E D R 

i n c l u d i n g c o r r e s p o n d e n c e a s s o c i a t i o n ( E n t e r p r i s e A s s o c i a t i o n G r o u p ) a n d t h e E l e c t r o n i c T i n g l e T a b l e T h e 

T P S p r o v i d e s s u p e r v i s i o n f o r t h e d a y t o d a y a c t i v i t i e s f o r t h e s e w o r k l o a d s T h i s i n c l u d e s a s s i g n i n g w o r k 

a c c o r d i n g t o p r i o r i t i es , r e p o r t i n g i n c o m i n g a n d p r o c e s s e d w o r k l o a d v o l u m e s , m o n i t o r i n g a n d r e p o r t i n g 

w o r k l o a d a n d p e r f o r m a n c e m e t r i c s , m o n i t o n n g a c c u r a c y , i d e n t i f y i n g a n d r e s o l v i n g w o r k l o a d I s s u e s , a n d 

e n s u n n g p r o c e d u r e s a r e a c c u r a t e a n d u p t o d a l e a n d h a n d l i n g p e r s o n n e l i s s u e s . 

N A N A 3 , 7 0 0 2 If t h e s e s u p e r v i s o r y p o s i t i o n s a r e n o t a p p r o v e d , s u p e r v i s i o n t o da i l y 

o p e r a t i o n s w i l l s u f f e r r e s u l t i n g in l o s s o f p r o d u c t i v i t y a n d e f f i c i e n c i e s a n d 

a c c u r a c y d u e t o l a c k o f g u i d a n c e f o r p r o c e s s i n g i s s u e s , r e d u c e d 

r e p o r t i n g a n d m o n i t o r i n g . T h i s w o u l d r e s u l t in d e l a y s in r e s o l v i n g 

t a x p a y e r a c c o u n t s , i n t e r f e r e w i t h t a x p a y e r d u e p r o c e s s , d e l a y 

p r o c e s s i n g of p a y m e n t s , i n c r e a s e p h o n e c a l l s t o c o n t a c t c e n t e r s a n d 

c o r r e s p o n d e n c e ( r e p e a t c o r r e s p o n d e n c e d u e t o l ack o f r e s p o n s e ) 

R e c e i v i n g & D a t a 

S t o r a g e ( R D S S ) 

T a x P r o g r a m 

T e c h n i c i a n II 

P e r m C o r r e s p o n d e n c e A s s o c i a t i o n & E l e c t r o n i c T i n g l e T a b l e L e a d . T h e A s s o c i a t i o n w o r k l o a d h a s g r o w n 

s i g n i f i c a n t l y s i n c e f i s c a l y e a r 2 0 1 3 - 1 4 a n d a l o n g w i t h t h e E l e c t r o n i c T i n g l e T a b l e w i l l b e a p e r m a n e n t 

w o r k l o a d m o v i n g f o r w a r d . 

1 If t h i s l e a d p o s i t i o n is n o t a p p r o v e d , d a i l y o p e r a t i o n s w i l l su f t e r r e s u l t i n g 

in l o s s o f p r o d u c t i v i t y a n d e f f i c i e n c i e s a n d a c c u r a c y d u e to l a c k of 

g u i d a n c e f o r p r o c e s s i n g i s s u e s , r e d u c e d r e p o r t i n g a n d m o n i t o n n g Th i s 

T a s k s 

- R e v i e w t h e A s s o c i a t i o n a n d T i n g l e T a b l e w o r k l o a d s 

- W n t e a n d u p d a t e p r o c e d u r e s f o r t h e A s s o c i a t i o n w o r k l o a d 

- R e s o l v e P I T & B E a c c o u n t i s s u e s 

- S p e c i a l p r o j e c t s - a n a l y z e n e w w o r k l o a d s - E l e c t r o n i c T i n g l e T a b l e . B a d A d d r e s s a n d R e t u m M a i i 

- T r a m n e w s ta f f o n C a s e M a n a g e m e n t , A s s o c i a t i o n o f a c c o u n t s a n d E l e c t r o n i c T i n g l e T a b l e 

- S e r v e a s t e c h n i c a l l e a d f o r C a s e M a n a g e m e n t , A s s o c i a t i o n of a c c o u n t s a n d E l e c t r o n i c T i n g l e T a b l e 

N A N A 1 ,480 w o u l d r e s u l t in d e l a y s in r e s o l v i n g t a x p a y e r a c c o u n t s , i n t e r f e r e w i t h 

t a x p a y e r d u e p r o c e s s , d e l a y p r o c e s s i n g of p a y m e n t s , i n c r e a s e p h o n e 

ca l l s t o c o n t a c t c e n t e r s a n d c o m e s p o n d e n c e ( r e p e a t c o r r e s p o n d e n c e 

d u e t o l a c k o f r e s p o n s e ) . 

C o r r e s p o n d e n c e A s s o c i a t i o n 3 , 3 0 0 t r a n s a c t i o n s 1 8 t r a n s a c t i o n s p e r 
h o u r 

1 8 4 

A s s o c i a t i o n / E l e c t r o n i c T i n g l e T a b l e Q u a l i t y R e v i e w N A N A 1 8 6 

T O T A L H O U R S 1 ,850 

R e c e i v i n g 8. D a t a T a x P r o g r a m T H t o P e r m C o r r e s p o n d e n c e A s s o c i a t i o n , E l e c t r o n i c T i n g l e T a b l e a n d S c a n n i n g W o r k l o a d s ; 2 0 W i t h o u t t h e s e r e s o u r c e s t h e r e w o u l d b e a d e l a y m p r o c e s s i n g to r 

S t o r a g e ( R D S S ) T e c h n i c i a n i A s s o c i a t i o n W o r k l o a d - W o r k l o a d r e q u i r e s s ta f f t o l ink i n c o m i n g c o r r e s p o n d e n c e w i t h t h e a p p r o p n a t e 

e n t i t y in o r d e r t o e n a b l e s ta f f f r o m t h r o u g h o u t t h e d e p a r t m e n t t o p r o c e s s c o r r e s p o n d e n c e . T h e 

A s s o c i a t i o n w o r k l o a d h a s g r o w n s i g n i f i c a n t l y s i n c e f i s c a l y e a r 2 0 1 3 - 1 4 a n d w i l l b e a p e r m a n e n t 

w o r k l o a d m o v i n g f o r w a r d T h e w o r k l o a d w i l l b e c o n s i s t e n t t h r o u g h o u t t h e y e a r a n d r e q u i r e s o m e o f 

t h e T P T l ' s t o b e p e r m a n e n t fu l l l i m e T h e P / l y e a r l y h o u r l im i t is n o t s u f f i c i e n t a n d c o n t r i b u t e t o h i g h 

^rintinn ra lo within thp unit 

4 6 6 . 2 0 0 

t r a n s a c t i o n s 
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t r a n s a c t i o n s p e r 

h o u r 

2 5 , 9 0 0 i n c o m i n g P I T a n d B E r e t u m s , p a y m e n t s , a n d c o r r e s p o n d e n c e T h i s 

w o u l d r e s u l t in a l o s s o r d e l a y o f r e v e n u e , p o t e n t i a l i n t e r e s t p a i d o n 

r e f u n d s , d e l a y s in r e s o l v i n g t a x p a y e r a c c o u n t s , i n c r e a s e d ca l l s , 

i n c r e a s e d c o r r e s p o n d e n c e , a n d I n t e r f e r e w i t h t a x p a y e r ' s d u e p r o c e s s 

T h e u s e o f P/ I 's f o r t h e s e w o r k l o a d s c r e a t e s a h i g h a t t r i t i on r a t e a n d l oss 

o f k n o w l e d g e a b l e s ta f f . 

E l e c t r o n i c T i n g l e T a b l e W o r k l o a d - T h e E l e c t r o n i c T i n g l e T a b l e w i l l b e i m p l e m e n t e d in f i s c a l y e a r 

2 0 1 5 - 1 6 T h i s n e w w o r k l o a d w i l l r e q u i r e t h e T P T Cs t o p r o c e s s i n c o m i n g c o r r e s p o n d e n c e t h a t w a s n o t 

a u t o m a t i c a l l y r e c o g n i z e d by t h e F o r m ID b y t h e O C R o n t h e s c a n n e r T h e E l e c t r o n i c T i n g l e T a b l e 

w o r k l o a d w i l l b e a p e r m a n e n t w o r k l o a d m o v i n g f o r w a r d T h e w o r k l o a d w i l l b e c o n s i s t e n t t h r o u g h o u t 

t h e y e a r a n d r e q u i r e s o m e o f t h e T P T l ' s t o b e p e r m a n e n t fu l l t i m e T h e P/l y e a r l y h o u r l im i t is n o t 

s u f f i c i e n t a n d c o n t r i b u t e t o h i g h a t t r i t i on r a t e w i t h i n t h e u n i t 

5 0 , 0 0 0 d o c u m e n t s 2 7 d o c u m e n t s p e r 
h o u r 

1 ,852 

S c a n n i n g - T h i s is t h e f i rs t s t e p o f t h e d a t a c a p t u r e p r o c e s s w h e r e a n i m a g e o f t h e r e t u m is c a p t u r e d 

f o r p r o c e s s i n g i n c l u d i n g s c a n n i n g a n d d a t a e x t r a c t i o n t o o l s ( 2 D b a r c o d e a n d O C R ) . 

2 0 , 7 4 7 , 7 5 0 p a g e s 

s c a n n e d 

2 , 2 4 3 p a g e s 9 , 2 5 0 

T O T A L H O U R S 3 7 , 0 0 2 

P a g e 3 
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R e s o u r c e 

T y p e ( P e r m , 
L T , T H , O T ) 

T a s k s ( w o r k l o a d ) 2 0 1 6 / 1 7 V o l u m e P r o d u c t i o n R a t e H o u r s 
N e w 

P o s i t i o n s 
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R i s k I m p a c t if P o s i t i o n ( s ) Not A p p r o v e d 

R e c e i v i n g & D a t a 

S t o r a g e ( R D S S ) 

T a x P r o g r a m 

T e c h n i c i a n 1 

T H S c a n n i n g : T h i s is t h e f i rs t s t e p o f the d a t a c a p t u r e p r o c e s s w h e r e a n i m a g e of t h e r e t u r n is c a p t u r e d fo r 

p r o c e s s i n g i n c l u d i n g s c a n n i n g a n d d a t a e x t r a c t i o n t o o l s ( 2 0 b a r c o d e a n d O C R ) 

6 7 , 2 9 0 , 0 0 0 p a g e s 

s c a n n e d 

2 , 2 4 3 p a g e s 3 0 , 0 0 0 2 0 P r o c e s s i n g t i m e f r a m e s f o r i n c o m i n g P I T a n d B E r e t u r n s , p a y m e n t s , a n d 

c o r r e s p o n d e n c e w o u l d s u f f e r d u e to a l i m i t e d a m o u n t of r e s o u r c e s to 

m a n a g e t h e n e w E D R p r o c e s s e s , a d d i t i o n a l w o r k l o a d , a n d e x i s t i n g 

w o r k l o a d s T h i s c o u l d resu l t in a l oss or d e l a y o f r e v e n u e , p o t e n t i a l 

i n t e r e s t p a i d o n r e f u n d s , d e l a y s in r e s o l v i n g t a x p a y e r a c c o u n t s a n d 

i n c r e a s e d ca l l s A n y d e l a y s m t h e p r o c e s s i n g o f c o r r e s p o n d e n c e i m p a c t s 

t a x p a y e r s a n d c o u l d r e s u l t m d u p l i c a t e r e s p o n s e s to F T B n o t i c e s T f i e 

u s e o f P/I 's f o r t h e s e w o r k l o a d s c r e a t e s a h i g h a t t n t i o n ra te a n d l oss of 

k n o w l e d g e a b l e s ta f f 

F I N A N C E & E X E C J T I V E S E R V I C E S D I V I S I O N 
B u s i n e s s P r o c e s s 

M a n a g e m e n t & 

R e e n g i n e e r i n g 

Sr ISA S p e c i a l i s t 2 Y e a r L T -

f u n d i n g 

B u s i n e s s P r o c e s s M a n a g e m e n t a n d R e e n g i n e e r i n g : T h e s e s ta f f w i l l b e r e s p o n s i b l e f o r w o r k i n g w i t h 

p r o c e s s o w n e r s t h r o u g h o u t t h e d e p a r t m e n t t o i d e n t i f y a n d p r i o r i t i z e a r e a s w h e r e p r o c e s s i m p r o v e m e n t s c a n 

b e p u r s u e d t o i n c r e a s e r e v e n u e or d e c r e a s e c o s t s o r d u r a t i o n o f a n ac t i v i t y . T h e s e s ta f f w i l l a d d r e s s t h e 

m o s t c o m p l e x r e e n g i n e e r i n g e f f o r t s 

T h e s e s ta f f w i l l b e r e s p o n s i b l e fo r w o r k i n g w i t h p r o c e s s o w n e r s t h r o u g h o u t t h e d e p a r t m e n t t o i d e n t i f y a n d 

p r i o r i t i ze a r e a s w h e r e p r o c e s s i m p r o v e m e n t s c a n b e p u r s u e d t o i n c r e a s e r e v e n u e or d e c r e a s e c o s t s o r 

d u r a t i o n o f a n ac t i v i t y . T h e s e s ta f f m u s t f i r s t d o c u m e n t t h e e x i s t i n g p r o c e s s - ' A s Is ' i n c l u d i n g a n a n a l y s i s o f 

al l i n p u t s a n d o u t p u t s ( u p s t r e a m a n d d o w n s t r e a m o p e r a t i o n s ) t o t h a t t h e p r o c e s s I n p u t s a n d o u t p u t s a r e 

s ta f f , p r o c e s s e s , o r s y s t e m s t h a t s u p p o r t o r re l y o n t h e s p e c i f i c p r o c e s s d e s i r e d t o b e i m p r o v e d T h e s e s ta f f 

m e m b e r s m u s t u n d e r s t a n d a n d d o c u m e n t t h e fu l l p r o c e s s f l o w o f w o r k a n d t h e n w o r k w i t h t h e b u s i n e s s 

a r e a a n d IT s ta f f t o d e t e r m i n e a n d d o c u m e n t t h e T o B e ' n e w p r o c e s s . A g a i n , t h i s n e w p r o c e s s m u s t 

c o n s i d e r i m p a c t s t o a l l u p s t r e a m a n d d o w n s t r e a m p r o c e s s e s . S i m i t a r w o r k e f f o r t s by t h e E D R v e n d o r h a v e 

s h o w n t h e a n a l y s i s w o r k t o t a k e b e t w e e n 2 0 0 - 1 5 0 0 h o u r s d e p e n d i n g o n c o m p l e x i t y o f t h e p r o c e s s , r i s ks 

t o m o d i f y i n g t h e p r o c e s s , a n d n u m b e r o f i n p u t s a n d o u t p u t s . S u c c e s s f u l l y c o m p l e t i n g t h i s p r o c e s s w i l l a l l o w 

F T B t o e n h a n c e o p e r a t i o n s w i t h c o n t r o l l e d o r n o risks t o F T B o p e r a t i o n s a s w e l l a s a s s i s t i n g w i t h t h e 

d e v e l o p m e n t , t e s t i n g , a n d d e p l o y m e n t o f t h e s o l u t i o n . 

2 - 4 e f f o r t s a y e a r 6 0 0 - 1 5 0 0 h o u r s 
p e r e f f o r t 

3 , 3 0 0 2 F T B c u r r e n t l y h a s a l ist o f o v e r 1 0 0 r e q u e s t s p e n d i n g fo r e x p a n s i o n or 

e n h a n c e m e n t o f t h e r e c e n t l y d e p l o y e d E D R d e l i v e r a b l e s T h e s e 

e n h a n c e m e n t s a r e o u t s i d e of t h e s c o p e of t h e p r o j e c t b u t wi l l e n h a n c e 

o u r o p e r a t i o n s if w e a r e a b l e t o p u r s u e t t i e s e c h a n g e s These 

e n h a n c e m e n t s w i l l g e n e r a t e a d d i t i o n a l r e v e n u e , m a k e ou r p r o c e s s e s 

m o r e c o s t e f f i c i e n t , o r o p t i m i z e p r o c e s s e s t o r e d u c e or e l i m i n a t e 

b a c k l o g s T h e s e e n h a n c e m e n t s w i l l a l s o a l l o w F T B to fu l ly o p t i m i z e 

E D R d e l i v e r a b l e s if B P M r e s o u r c e s a r e n o t r e c e i v e d . F T B r u n s t h e r isk 

o f n o t b e i n g a b l e t o i m p l e m e n t t h e s e e n h a n c e m e n t s o r c o u l d m o d i f y a 

b u s i n e s s p r o c e s s t h a t is n o t a t its m o s t e f f i c i e n t t h u s n o t a l l o w i n g F T B t o 

m a x i m i z e a u t o m a t e d e n f i a n c e m e n t s 

B u s i n e s s P r o c e s s 

M a n a g e m e n t & 

R e e n g i n e e r i n g 

Sr ISA S p e c i a l i s t 2 Y e a r L T -

f u n d i n g 

A d d i t i o n a l l y , s t a f f w i l l a l s o w o r k c l o s e l y w i t h t h e b u s i n e s s a r e a s t o u n d e r s t a n d p o t e n t i a l p r o c e s s e s , d o a n 

in i t ia l e v a l u a t i o n of b e n e f i t s , r isk, a n d c o m p l e x i t y t o a l l o w f o r e a s i e r p r i o r i t i z a t i o n o f t h e p r o c e s s 

S t a f f w i l l a l s o b e r e q u i r e d t o a n n u a l l y r e v i e w t h e " A s Is" p r o c e s s e s t o e n s u r e t h e y a r e k e p t u p t o d a t e a n d 

t h u s a l l o w f o r e a s i e r e n h a n c e m e n t s m t h e f u t u r e e i t h e r t o t h e s a m e p r o c e s s o r a n u p s t r e a m o r d o w n s t r e a m 

p r o c e s s 

2 - 4 e f f o r t s a y e a r 5 0 - 2 0 0 h o u r s p e r 

e f f o r t 

4 0 0 

2 F T B c u r r e n t l y h a s a l ist o f o v e r 1 0 0 r e q u e s t s p e n d i n g fo r e x p a n s i o n or 

e n h a n c e m e n t o f t h e r e c e n t l y d e p l o y e d E D R d e l i v e r a b l e s T h e s e 

e n h a n c e m e n t s a r e o u t s i d e of t h e s c o p e of t h e p r o j e c t b u t wi l l e n h a n c e 

o u r o p e r a t i o n s if w e a r e a b l e t o p u r s u e t t i e s e c h a n g e s These 

e n h a n c e m e n t s w i l l g e n e r a t e a d d i t i o n a l r e v e n u e , m a k e ou r p r o c e s s e s 

m o r e c o s t e f f i c i e n t , o r o p t i m i z e p r o c e s s e s t o r e d u c e or e l i m i n a t e 

b a c k l o g s T h e s e e n h a n c e m e n t s w i l l a l s o a l l o w F T B to fu l ly o p t i m i z e 

E D R d e l i v e r a b l e s if B P M r e s o u r c e s a r e n o t r e c e i v e d . F T B r u n s t h e r isk 

o f n o t b e i n g a b l e t o i m p l e m e n t t h e s e e n h a n c e m e n t s o r c o u l d m o d i f y a 

b u s i n e s s p r o c e s s t h a t is n o t a t its m o s t e f f i c i e n t t h u s n o t a l l o w i n g F T B t o 

m a x i m i z e a u t o m a t e d e n f i a n c e m e n t s 

B u s i n e s s P r o c e s s 

M a n a g e m e n t & 

R e e n g i n e e r i n g 

Sr ISA S p e c i a l i s t 2 Y e a r L T -

f u n d i n g 

T O T A L H O U R S 3 , 7 0 0 

2 F T B c u r r e n t l y h a s a l ist o f o v e r 1 0 0 r e q u e s t s p e n d i n g fo r e x p a n s i o n or 

e n h a n c e m e n t o f t h e r e c e n t l y d e p l o y e d E D R d e l i v e r a b l e s T h e s e 

e n h a n c e m e n t s a r e o u t s i d e of t h e s c o p e of t h e p r o j e c t b u t wi l l e n h a n c e 

o u r o p e r a t i o n s if w e a r e a b l e t o p u r s u e t t i e s e c h a n g e s These 

e n h a n c e m e n t s w i l l g e n e r a t e a d d i t i o n a l r e v e n u e , m a k e ou r p r o c e s s e s 

m o r e c o s t e f f i c i e n t , o r o p t i m i z e p r o c e s s e s t o r e d u c e or e l i m i n a t e 

b a c k l o g s T h e s e e n h a n c e m e n t s w i l l a l s o a l l o w F T B to fu l ly o p t i m i z e 

E D R d e l i v e r a b l e s if B P M r e s o u r c e s a r e n o t r e c e i v e d . F T B r u n s t h e r isk 

o f n o t b e i n g a b l e t o i m p l e m e n t t h e s e e n h a n c e m e n t s o r c o u l d m o d i f y a 

b u s i n e s s p r o c e s s t h a t is n o t a t its m o s t e f f i c i e n t t h u s n o t a l l o w i n g F T B t o 

m a x i m i z e a u t o m a t e d e n f i a n c e m e n t s 

P r o c u r e m e n t -

I n f o r m a t i o n 

T e c h n o l o g y 

A c q u i s i t i o n s 

S t a f f I n f o r m a t i o n 

S y s t e m s A n a l y s t 

2 Y e a r L T -

f u n d i n g 

IT P r o c u r e m e n t s : T h i s p o s i t i o n w i l l p r e p a r e s o l i c i t a t i o n d o c u m e n t s a n d c o n t r a c t s f o r E D R r e l a t e d c o n t r a c t s 

( h a r d w a r e a n d s o f t w a r e r e f r e s h a n d s e r v i c e s c o n t r a c t s ) . A f t e r t h e M & O O p t i o n P e r i o d , w i t h t h e t r a n s i t i o n o f 

t h e E D R S o l u t i o n t o F T B , P r o c u r e m e n t s t a f f w i l l b e r e s p o n s i b l e f o r a s i g n i f i c a n t i n c r e a s e in c o n t r a c t s fo r t h e 

t e c h n o l o g y s u p p o r t i n g t h e s e n e w t o o l s C u r r e n t l y , t h e S o l u t i o n P r o v i d e r is r e s p o n s i b l e fo r t h e s e 

p r o c u r e m e n t s F T B a n t i c i p a t e s n u m e r o u s c o n t r a c t s a s w e l l a s a d d i t i o n a l c o m p l e x i t y fo r s o m e of t h e e x i s t i n g 

c o n t r a c t s 

- 2 0 1 6 - 1 7 - A p p r o x i m a t e l y 2 7 c o n t r a c t s ( ' '14 t h i r d p a r t y l i c e n s e a g r e e m e n t s , 9 h a r d w a r e / s o f t w a r e r e f r e s h , 1 

c o n t r a c t s u p p o r t . 1 p r o d u c t u p g r a d e , a n d 1 E D R c o n t r a c t a m e n d m e n t ) 

• T h i r d P a r t y S o f t w a r e L i c e n s e A g r e e m e n t s - T h e s e a r e s e p a r a t e a n d d i s t i n c t f r o m t h e s e r v i c e s ( i n c l u d i n g 

h a r d w a r e a n d s o f t w a r e m a i n t e n a n c e ) t h a t w e a r e r e c e i v i n g f o r e x e r c i s i n g t h e M a i n t e n a n c e a n d O p e r a t i o n s 

p e r i o d s P e r t h e t e r m s o f t h e E D R c o n t r a c t s o f t w a r e f o r t h e E D R S o l u t i o n m u s t b e p u r c h a s e d b y a n d 

l i c e n s e d t o t h e C o n t r a c t o r , b u t a p r o v i s i o n o f a c c e p t a n c e is t h a t t h e S P is r e q u i r e d t o w o r k w i t h s o f t w a r e 

m a n u f a c t u r e r s / r e s e l l e r s a n d t h e S t a t e t o e n t e r i n t o T h i r d P a r t y S o f t w a r e C o n t r a c t s t o t r a n s i t i o n t h e l i c e n s e s 

t o t h e S t a t e T h e s e a r e z e r o d o l l a r c o n t r a c t s , w h e r e t h e m a n u f a c t u r e r s / r e s e l l e r s e n t e r i n to a c o n t r a c t w i t h 

t h e S t a t e a n d a c c e p t t h e S t a t e ' s t e r m s a n d c o n d i t i o n s 

- C u r r e n t s t a f f i n g l e v e l s - 10 

- IT p r o c u r e m e n t t r a n s a c t i o n s ( C o n t r a c t s , P u r c h a s e O r d e r s , C o n t r a c t a n d P u r c h a s e O r d e r A m e n d m e n t s , 

S e r v i c e A g r e e m e n t s , T n a l A g r e e m e n t s , F i n a n c i n g P a c k a g e s a n d p a r t i c i p a t i o n o n p r o j e c t t e a m s a n d F S R 

d e v e l o p m e n t ) p e r y e a r - a p p r o x AM ( 4 3 p e r s t a f f m e m b e r ) 

- O v e r p a s t 3 y e a r s , n o t c o u n t i n g t h e $ 4 0 1 M E D R S o l u t i o n P r o v i d e r C o n t r a c t , F T B h a s a v e r a g e d S 3 8 M in 

2 7 t r a n s a c t i o n s 2 4 - 7 8 h o u r s p e r 

t r a n s a c t i o n 

1 .377 1 E x i s t i n g s ta f f a r e n o t a b l e t o a b s o r b al l t h e i n c o m i n g w o r k w i t h o u t 

c o m p r o m i s i n g t he i r ab i l i t y t o m e e t t h e r e q u i r e d i m p l e m e n t a t i o n or 

e x p i r a t i o n d a t e s if t h e P r o c u r e m e n t B u r e a u c a n n o t s u p p o r t a l l o f t h e 

d e p a r t m e n t ' s n e e d s , in a t i m e l y w a y , F T B c o u l d b e f a c e d w i t h n o t h a v i n g 

a d e q u a t e s u p p o r t m c a s e o f e q u i p m e n t f a i l u r e s r e s u l t i n g in n u m e r o u s 

i s s u e s , i n c l u d i n g los t o r d e l a y e d r e v e n u e , p r o b l e m s w i t h p r o v i d i n g 

s e r v i c e s t o t a x p a y e r s , b e i n g o u t of c o m p l i a n c e w i t h m a n u f a c t u r e r 

r e q u i r e m e n t s a n d h e a l t h a n d s a f e t y c o n c e r n s F T B m a y f a c e l ega l n s k s 

if c o n t r a c t s a r e n o t p r o c e s s e d a p p r o p r i a t e l y 

P r o c u r e m e n t -

I n f o r m a t i o n 

T e c h n o l o g y 

A c q u i s i t i o n s 

S t a f f I n f o r m a t i o n 

S y s t e m s A n a l y s t 

2 Y e a r L T -

f u n d i n g 

A l t h o u g h F T B is e x e r c i s i n g a n M & O O p t i o n P e r i o d , t h e r e a r e st i l l a d d i t i o n a l p r o c u r e m e n t s t h a t F T B is 

r e s p o n s i b l e f o r In a d d i t i o n t o t h e p r o c u r e m e n t a c t i v i t i e s in 2 0 1 6 - 1 7 , t h e r e w i l l b e e x t e n s i v e p l a n n i n g 

r e q u i r e d , in s o m e c a s e s s ix m o n t h s t o w o r k w i t h o u r c u s t o m e r s in t h e T e c h n o l o g y S e r v i c e s D i v i s i o n , in o r d e r 

t o p l a n a n d e x e c u t e t h e p r o c u r e m e n t s f o r 2 0 1 6 - 1 7 a n d e s p e c i a l l y a s w e m o v e t o w a r d s 2 0 1 7 - 1 8 a n d 2 0 1 8 -

1 9 . G e t t i n g a r e s o u r c e o n b o a r d in 2 0 1 6 - 1 7 is c r i t i ca l b e c a u s e it c a n t a k e 6 - 1 2 m o n t h s t o t r a m a n d b r i n g a 

p r o c u r e m e n t a n a l y s t u p t o s p e e d to h a n d l e t h e s e m o r e c o m p l e x p r o c u r e m e n t s 

- 2 0 1 7 - 1 8 - A p p r o x i m a t e l y 2 4 c o n t r a c t s ( 2 0 h a r d w a r e / s o f t w a r e r e f r e s h , 1 c o n t r a c t s u p p o r t , a n d 3 p r o d u c t 

u p g r a d e s ) 

- 2 0 1 8 - 1 9 - A p p r o x i m a t e l y 8 9 c o n t r a c t s ( 3 1 h a r d w a r e / s o f t w a r e r e f r e s h , 1 c o n t r a c t s u p p o r t , 6 3 
h a r r l w a r p / s n f t w a r p m a i n t p n a n r p l 

2 4 p r o c u r e m e n t s in 

2 0 1 7 - 1 8 

2 0 h o u r s p e r 

p r o c u r e m e n t 

4 8 0 

1 E x i s t i n g s ta f f a r e n o t a b l e t o a b s o r b al l t h e i n c o m i n g w o r k w i t h o u t 

c o m p r o m i s i n g t he i r ab i l i t y t o m e e t t h e r e q u i r e d i m p l e m e n t a t i o n or 

e x p i r a t i o n d a t e s if t h e P r o c u r e m e n t B u r e a u c a n n o t s u p p o r t a l l o f t h e 

d e p a r t m e n t ' s n e e d s , in a t i m e l y w a y , F T B c o u l d b e f a c e d w i t h n o t h a v i n g 

a d e q u a t e s u p p o r t m c a s e o f e q u i p m e n t f a i l u r e s r e s u l t i n g in n u m e r o u s 

i s s u e s , i n c l u d i n g los t o r d e l a y e d r e v e n u e , p r o b l e m s w i t h p r o v i d i n g 

s e r v i c e s t o t a x p a y e r s , b e i n g o u t of c o m p l i a n c e w i t h m a n u f a c t u r e r 

r e q u i r e m e n t s a n d h e a l t h a n d s a f e t y c o n c e r n s F T B m a y f a c e l ega l n s k s 

if c o n t r a c t s a r e n o t p r o c e s s e d a p p r o p r i a t e l y 

P r o c u r e m e n t -

I n f o r m a t i o n 

T e c h n o l o g y 

A c q u i s i t i o n s 

S t a f f I n f o r m a t i o n 

S y s t e m s A n a l y s t 

2 Y e a r L T -

f u n d i n g 

T O T A L H O U R S 1 ,857 

E x i s t i n g s ta f f a r e n o t a b l e t o a b s o r b al l t h e i n c o m i n g w o r k w i t h o u t 

c o m p r o m i s i n g t he i r ab i l i t y t o m e e t t h e r e q u i r e d i m p l e m e n t a t i o n or 

e x p i r a t i o n d a t e s if t h e P r o c u r e m e n t B u r e a u c a n n o t s u p p o r t a l l o f t h e 

d e p a r t m e n t ' s n e e d s , in a t i m e l y w a y , F T B c o u l d b e f a c e d w i t h n o t h a v i n g 

a d e q u a t e s u p p o r t m c a s e o f e q u i p m e n t f a i l u r e s r e s u l t i n g in n u m e r o u s 

i s s u e s , i n c l u d i n g los t o r d e l a y e d r e v e n u e , p r o b l e m s w i t h p r o v i d i n g 

s e r v i c e s t o t a x p a y e r s , b e i n g o u t of c o m p l i a n c e w i t h m a n u f a c t u r e r 

r e q u i r e m e n t s a n d h e a l t h a n d s a f e t y c o n c e r n s F T B m a y f a c e l ega l n s k s 

if c o n t r a c t s a r e n o t p r o c e s s e d a p p r o p r i a t e l y 

T E C H N O L O G Y S E R V I C E S D I V I S I O N 
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EDR BCP Position Workload Metrics 1 2 / 2 9 / 2 0 1 5 -

S e c t i o n C l a s s i f i c a t i o n 

R e s o u r c e 
T y p e ( P e r m , 
L T . T H , O T ) 

T a s k s ( w o r k l o a d ) 2 0 1 6 / 1 7 V o l u m e P r o d u c t i o n R a t e H o u r s 

N e w 
P o s i t i o n s 

R e q u e s t e d 
R i s k I m p a c t if P o s r t i o n ( s ) Not A p p r o v e d 

IT S e r v i c e D e s k A s s o c i a t e 

I n f o r m a t i o n 

S y s t e m s A n a l y s t 

P e r m IT S e r v i c e D e s k : N o w t h a t E D R h a s d e l i v e r e d 7 o u l o f its 8 m a j o r d e l i v e r a b l e s , a l l t h e n e w E D R s y s t e m s 

a r e n o w in p r o d u c t i o n . T h e s e a r e t h e T a x p a y e r F o l d e r / M y F T B , R e t u r n F i l i n g . R e t u r n A n a l y s i s , a n d C a s e 

M a n a g e m e n t s y s t e m s w i t h o v e r 1 0 . 0 0 0 c o m b i n e d u s e r a c r o s s t h e a p p l i c a t i o n s T o d a t e , t h e s o l u t i o n 

p r o v i d e r h a s b e e n p r o v i d i n g IT s e r v i c e d e s k s u p p o r t b u t n o w t h a t t h e p r o j e c t is e n t e r i n g t h e f i n a l y e a r o f t h e 

p r o j e c t , s e r v i c e d e s k s u p p o r t m u s t n o w t r a n s i t i o n o v e r to t h e s t a t s s ta f f . W i t h t ha t , o n e p e r m a n e n t IT 

r e s o u r c e is n o w r e q u i r e d t o p r o v i d e t h e s e r v i c e a n d s u p p o r t o f t h e n e w E D R a p p l i c a t i o n s 

T h e S e r v i c e D e s k a n a l y s t is r e s p o n s i b l e fo r m a n a g i n g i n t a k e o f a l l i n c i d e n t s ( t e c h n i c a l i s s u e s , d e f e c t s a n d 

s y s t e m e r r o r s ) a n d r e q u e s t s ( c u s t o m e r s e r v i c e r e q u e s t s s u c h a s s o f t w a r e i ns ta l l s , " h o w t o " q u e s t i o n s o r 

h a r d w a r e r e p l a c e m e n t s ) m s u p p o r t o f t h e n e w E D R a p p l i c a t i o n s 

B a s e d o n t h e c o m p l e x i t y o f t h e n e w s y s t e m s a n d t h e s o l u t i o n p r o v i d e r s u p p o r t r e s o l u t i o n r a t e s f o r 2 0 1 4 - 1 5 , 

w e h a v e f o u n d t h e ra te t o r e s o l v e a n d s u p p o r t t h e n e w E D R a p p l i c a t i o n s is l o w e r t h a n o u r u s u a l IT s e r v i c e 

d e s k a n a l y s t r e s o l u t i o n r a t e s T h i s is p r i m a r i l y d u e t o t h e i n c r e a s e in t h e c o m p l e x i t y a n d k n o w l e d g e r e q u i r e d 
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BCP Fiscal Detail Sheet 
BCP Title: Enterprise Data to Revenue Project DP Name: 7730-101-BCP-DP-2016-GB 

Budget Request Summary FY16 
CY BY BY+1 BY+2 BY+3 BY+4 

Positions - Permanent 0.0 198.0 198.0 198.0 198.0 198.0 
Total Positions 0.0 198.0 198.0 198.0 198.0 198.0 

Salaries and Wages 
Earnings - Permanent 
Earnings - Temporary Help 

0 
0 

3,431 
5,262 

3,431 
5,262 

3,195 
5,262 

3,195 
5,262 

3,195 
5,262 

Total Salaries and Wages $0 $8,693 $8,693 $8,457 $8,457 $8,457 

Total Staff Benefits 0 2,410 2.410 2,300 2,300 2,300 
Total Personal Services $0 $11,103 $11,103 $10,757 $10,757 $10,757 

Operating Expenses and Equipment 
5301 - General Expense 
5302 - Printing 
5304 - Communications 
5320 - Travel: In-State 
5322 - Training 
5324 - Facilities Operation 
5340 - Consulting and Professional Services -

External 
5346 - Information Technology 

0 
0 
0 
0 
0 
0 

0 

0 

224 
6 

121 
24 
80 

159 

55,908 

417 

158 
6 

121 
0 
0 
0 

31,828 

18,231 

156 
6 

119 
0 
0 
0 

48 

36,000 

156 
6 

119 
0 
0 
0 

48 

36,000 

156 
6 

119 
0 
0 
0 

348 

36,000 
Total Operating Expenses and Equipment $0 $56,939 $50,344 $36,329 $36,329 $36,629 

Total Budget Request $0 $68,042 $61,447 $47,086 $47,086 $47,386 

und Summary 
Fund Source - State Operations 

0001 - General Fund 0 68,042 61,447 47,086 47,086 47,386 
Total State Operations Expenditures $0 $68,042 $61,447 $47,086 $47,086 $47,386 

Total All Funds $0 $68,042 $61,447 $47,086 $47,086 $47,386 

Program Summary 
Program Funding 
6280010 - Personallncome Tax 0 44,908 40,554 31,317 31,317 31,515 
6280019 - Corporation Tax 0 23,134 20,893 15,769 15,769 15,871 
Total All Programs $0 $68,042 $61,447 $47,086 $47,086 $47,386 



BCP Title: Enterprise Data to Revenue Project DP Name: 7730-101-BCP-DP-2016-GB 

Personal Services Details 

Salary Information 
Positions Min Mid Max CY BY BY+1 BY+2 BY+3 BY+4 

1103 - Office Svcs Mgr 1 0.0 1.0 1.0 1.0 1.0 1.0 

1303 - Personnel Spec 0.0 1.0 1.0 1.0 1.0 1.0 
1419 - Key Data Opr 0.0 113.0 113.0 113.0 113.0 113.0 

1470 - Assoc Info Sys Analyst (Spec) 0.0 1.0 1.0 1.0 1.0 1.0 
5334 - Assoc Operations Spec 0.0 1.0 1.0 1.0 1.0 1.0 
9587 - Tax Program Techn 1 0.0 73.0 73.0 73.0 73.0 73.0 
9588 - Tax Program Techn 1! 0.0 5.0 5.0 5.0 5.0 5.0 
9589 - Tax Program Supvr 0.0 3.0 3.0 3.0 3.0 3.0 
THOO - Temporary Help 0.0 0.0 0.0 0.0 0.0 0.0 

Total Positions 0.0 198.0 198.0 198.0 198.0 198.0 

Salaries and Wages CY BY BY+1 BY+2 BY+3 BY+4 

1103 - Office Svcs Mgr 1 0 56 56 56 56 56 
1303 - Personnel Spec 0 44 44 44 44 44 
1419 - Key Data Opr 0 3,909 3,909 3,909 3,909 3,909 
1470 - Assoc Info Sys Analyst (Spec) 0 67 67 67 67 67 
5334 - Assoc Operations Spec 0 62 62 62 62 62 
9587 - Tax Program Techn 1 0 2,722 2,722 2,722 2,722 2,722 
9588 - Tax Program Techn II 0 208 208 208 208 208 
9589 - Tax Program Supvr 0 131 131 131 131 131 
THOO - Temporary Help 0 1,494 1,494 1,258 1,258 1,258 

Total Salaries and Wages $0 $8,693 $8,693 $8,457 $8,457 $8,457 

Staff Benefits 
5150150 - Dental Insurance 0 32 32 30 30 30 
5150200 - Disability Leave - Industrial 0 2 2 2 2 2 
5150210 - Disability Leave - Nonindustrial 0 7 7 7 7 7 
5150350 - Health Insurance 0 570 570 538 538 538 
5150450 - Medicare Taxation 0 126 126 123 123 123 
5150500 - OASDI 0 540 540 525 525 525 
5150600 - Retirement - General 0 832 832 775 775 775 
5150700 - Unemployment Insurance 0 263 263 263 263 263 



5150750 - Vision Care 
5150800 - Workers'Compensation 
Total Staff Benefits 

Total Personal Services 

0 
0 

5 
33 

5 
33 

to AAn 

5 
32 

$2 300 

5 
32 

$2,300 
$0 
$0 

$2,410 
$11,103 $11,103 $10,757 $10,757 

5 
32 

$2,300 
$10,757 


